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Summary

R 1 Background - AR SR B
S 'The ON SITE/A LA SOURCE program is an |nnovat|ve busmess govemment partnershtp that s
<+ has been umquely successful in meeting the needs of industry-and creating value- added ‘

o employment opportumtres for young. professronals :Many workplaces have unrecognlzed needs for R
=" specialized human resources: by placing individuals “on-site” in these workplaces. for. six months - :'- SRS
- % ON-SITE demonstrates the benefits of augmenting human resources.” As‘a result, a third of -

o pamcrpatlng employers end up hlrmg the|r ON-SITE: employees into new posrtlons whrIe another

L -,40 percent of the employees frnd employment elsewhere in the|r freld R

,\, R

i -'~Flecogn|zrng that ON- SlTE has srgnrflcant untapped potentlal to asslst small and medrum
= enterprises.(SMES) i in strategic areas, Industry Canada and the: Canadian Manufacturets’ e
. . Association” (CMA)"co-funded an assessment of SME needs that could be servrced through the '_i L i
~*" " program. - The objecttve of this assessment: was to.identify activities that cut across many.©

. sectors, where.the provision of human resourcescan- help: SMEs i improve their competrtrveness
C . and productrvrty and which suit the'skills .of unemployed young professronals The most ‘
L apromlsmg of these acttvrtres were |nvest1gated ln-depth L o :

S g Methodology

The assessment methodology oonsrsted of two phases Phase l lnoluded a scan of the oplnlons of
L ":{,t.experts and of a sample of SME executives. ‘Phase- ll oonsrsted ofa natronal mall survey of -
L senlor executrves with SMEs in five: economro sectors RO : SR

e -The major issues: for aII of the consultatrons whether conducted in- person by telephone or by
s _ma|l were the:needs-and priorities-of SMES with respect to achiéving. business growth, their: . *
s+ - capacities o achieve. thrs growth; satrsfactlon ‘with current capacities including hurnan: resources Sl

.+ ithe efficacy of human resource solutions to overcome current problems.or.barriers to. growth the "; e
~” 7 labout market for highly qualified young. professlonals both'in general and with: specrflo RIS MR

' '»'f"'.compames and the potentral for a work expenence program for young professronals

-0 The' study methodology was. desrgned to conform to tHe hlghest mdustry standards for
- ;’-'questlonnarre design, sampling-and data analysls “Wherever possrble standardlzed deflnmons ot
-+ ..~ 'were used for key concepts such as industrial sector and company. size: “Standardized methods Sl
.7+ . and'concepts were also used in the development of seven-point scales-and offier types o~ . "
. - catégorical survey:questions: The incremental nature of the design, in:which each subsequent ‘_ D T
... phase was built-upon the. results of the preced|ng work served to ehhance data qualrty and the R
L .'_j'lntegrrty of the flnal results I K VAR : NG

' s" LT

Now the Alllance of Manufacturers & Exporters Canada E ot Sl ey

- The sectors were’ manufactunng, transportation and communlcations constructton frnance, msurance and real S N R

- estate; and'services. The sample design was.a stratified raridom sample, with stratification’ by both economic . 0y

sl sector. and company size: i.€., small companies with between 20 and 250 full tlme employees and medrum stzed j BT
e _'--"compantes wnth between 251 and 500 employees - n LT AR

o AllancePl:




:lllleerf'siﬁzs's_essmentfof:SmaI‘I{:ar_rd,Merfr"umr Errterprises Lt

BRI Phase | |nvolveol a prellmlnary scan of expert op|n|on ‘as well as an in- depth rndustry scan.. The o
-+ -preliminary scan involved telephone and in-person contacts with, approximately 40- government '
.~ and industry association representatlves humani resource and'labour market specialists and .-~ - .
. .. sUbject area specialists. The in- depth-industry scan explored the same issues through a survey L,
.+ of 200 SME executives and senior managers the survey was also sent to the boards of drrectors',
--'-g.-of provrncral manufacturers assocratrons .. o o P

The Phase I natronal 5urvey rncluded frve separate components or: subject areas. correspondrng

- “to the top’ industry priorities |dentrfred in Phase I. . The five subject areas were |ncorporated lnto : -
L ';,three survey questlonnalres sent to a total of 4, 600 companles in- flve sectors DR S

Part1 Practlcal Computer Applrcattons for Busmess
A .-‘_:,'A Computer Needs for Management and Admtnrstratlon

S B Compliter Needs for Marketlng and Communlcatrons

- ;_Part2 New Market Development and Exportmg . x

... A, Export Market Development )
‘B Domestic Market Development

e Part 3 Customer Servnce

. The flnal response rate was 16.5 per cent——one in six of the senior SME executlves and pnncrpals,' e
“ " in'the sample.” A comparison:of the results-of the survey with results from a telephone suveyof _-".-
_ 7 non-respondents indicated that the response samiple was. representatrve of the SME populatlon in S

o '.terms of human resource practlces as: they relate to youth ‘ _ e LT

- 3 Fmdlngs from Phase I Scan of Expert Opmlon

| "'.Most SMEs respondlng to the lnmal survey agreed that young professronals have not had the

o " “opportunities they need to gain practical work. experience once they complete thelr educatron and*‘__ . R
L belleved that young people need some- type of. help to enter the work force ' t .

e : lmproved customer servrce was rated the most rmportant factor . i S J

e tFlespondents were asked to'rate the rmportance of 12 dlfferent factors that could allect the' el
= 'growth and corrlpetltrveness of thelr buslnesses over the next three fo frve years ‘

Gern

e ';_.;Other factors gtven hlgh ratrngs by employers were

better use of advanced technologres for productlon

.,nnovatlons product orservrce development product desrgn R&D g o
';_'rntematlonal market development ERA _.' : e
. better use of computers for ma"agement and admtmstratlon A
f’qualrty management (¢:g. 150 9000); arid
better use of computers for marketrng and commumcatrons

i Alliancesepl L

Lo -
- . 1l



_ NeedsAssessment of Small andMedrumEnterpnses s TN

l’."";41 _Practical. Computer Applrcatlons for Busmess e
”'"i-r.“’;,’;ComputerL‘apabrlrtres T S R ool
-Overall, respondents tothe survey On computer appllcatlons rated the computer capabrlrtres of. .
.- thieir companies as.moderate to hrgh Respondents rated their companies’ capabrlrttes ashighgst -~ .- - R
- -'"_iln the. production of goods-and setvices and in management and administration.. Companres whrch;.__- R
-+ - had hired young people for professronal or technrcal posrtrons in the last 24 months gave hrgher :

e ;_".ratlngs of therr frrms computer capabrlrtres : e T g l

S cgmputer Needs for Management and Admrmstratran

el .‘The stirvey’ asked respondents about the. potentral usefulness of 15 types of rmprovements to j SR
.-.'-Ej_'thelrflnns ‘computer. capabilities in management-and. administration. Qverall, respondents were - e
. very positive about the extent to which these, rmprovements wolld be useful. A large ma]onty of S
SRR 5‘.respondents sard that 14 ol the 15 rmprovements would be’ at least moderately useful by

A”"""ce"ff" e

- '."F}Overall for each of the areas assessed about half of the employers lndrcated that there would i
s :be at Ieast some, ]ob opportunrtres for young professronals over the next 24 months L e

- ‘_"‘Based on analysrs of SME needs and rnterests and requrrements for efﬂcrenl ON SlTE program s
-, operation, five streams related to computer use, new market development and.customer service - - 5 b
- ~were selected for investigation.in Phase Il.: Thesé streams were found to. merit furthér surveyrng-:'.f; R
~.. .2 not only because. they are of dernonstrated interest to SMEs but because they offer

S ;;*opportunltles for graduates wrth a general range of skrlls S L et

Fmdmgs from Phase II Surveys

SUA ma]orrty of the companres (60%) have access to the lnternet rncludrng 56% of smaller s T
. tompanies and 71% of ‘medium-sized companies. The-patterns of use for small.and medium- srzed-'. 'i‘,_r S
-5 . companies-are similar.’ -Companiés most .commionly use the Internet for e-mail (89%) and for - -

-z obtaining information on; suppllers (49%) “Advertising, promotron and marketlng (89%)and: =+ oy v LT e
<+ obtaining busrness/strategrc information (34%) are other |mportant uses of the: lnternet Fewer LT T

1-compan|es (21%) subscrrbeto commercral on- Ilne busrness servrces S g

‘Almost threeuquarters of the: companres ( 2%) are lnterested in usrng the Internet for therr _.;L.f R
“".business. Interest is strong across all'sectors'and for: both small and medium- sized: companres o
SRR Companres with: hrgher computer capabrlttres and greater sattsfactron wrth thelr computer

w capabllrtres are more lrkely to. be rnterested in usrng the lnternet e . =

S ";jRespondents rndrcated that overall rmprovements to therr capabrlltres for frnancral management T
© " and.other management functions would be the most useful: ‘The rated usefulness:of . -
i rmprovements to-computer’ capabrlrtres i$ highly correlated with the. avarlabrllty of Work -
- ~‘opportuntties for-young people in respondents” firms. - There is also'a strong relatronshrp between . '.
-+ 2 - interest in-using the: Intemet and the rated usefulness of lmprovements to computer capabrlrtres
AR *’-for management and admrnrstratton : . S SR S




';-_',Barners ta L'almputer Use , : LR T R e e L
" “Twosthirds of respondents reported that thelr companles have problems that present barriéfs to e

* "~ making improvements in their computer capabiliies. On the positive side, companies facing -
'._'f;greater barrlers were, more Itkely to |nd|cate that they | have: computer-related work opportunltles

R Neerfs Assessmentof Smalland Medlum Enterprrses

:L'amputer Neerls far Marketlng and L‘ammumcatlans .
- " Most respondents( 8%) indicated that overall |mprovements to thelrtlrms computer

| ‘-'f capabrlrtres for marketing and communications:would be useful. Improving databases of exrsttng

“ customers was rated as the most useful improvement:. "Higher tatings of usefulness were very

L v".:_:“strongly related to lnterest in usrng the Internet for busrness development

” ’:’ The most senous barners were concerns about the' value of frequent upgrades to hardware and ) :}»», R

- software and.the cost of upgrading hardware and software. The. leaming curves and costs:of -

© " staff training-and the'lack of personnel with suffrcrent computer skllls were also consrdered to be i ;‘ s
.S|gn|f|cant barners A CL e LT e

S 4 2 New Market Develapment and Expartrng

’ terms of both: expected export and domestlc sales

e EXpart Market‘ Development

. A'majority of the compames (61%) already gam export revenues 2 proportron wh|ch is. much { e

- “higher than'is found in.the SME population as.a whole. ‘A'majority of- -exporters, (58%) are - A

<. satisfied with the success of their company’s past and current- export activities._ Over. 90% of P A

Do the! exporters export to the U.S.; Southeast Asia and the Pacrfrc Fltm (36%) and Western Europe_ el
Lk :-_*,(30%) are. the next most: tmportant markets overall SR s S e

B Interest among companles is very h|gh tor export market development tor specrfrc export
. ‘markets-and for information to take advantage of export markets.” Manufacturérs expressed
.- the strongest interest in export market ‘development and exporting. For all.companies, export
~ . interest is_related both 1o the. avallabtltty of job opportunities for young people and |nterest |n a L
20 work. experlence program targeted to young professronals R S :

- The export markets of - greatest |nterest to ‘most companles are generally the ones at 'Ihe tOp of S

- the list of markets to which- companles currently export | e., the U S Western Europe and
Southeast Asra and the, Pacrfrc Fllm PR PR ,

S Respondents were. asked about therr needs for dlfferent types of |nformat|on to take advantage " o S
* . of export. market opportunities. : :Based'on a summary index of the different types of information, .- =
- over half of the respondents. (57%) indicated that their ‘companies have a-high need, for export -

}market information. ‘The highest priority is for sales opportunities in specific markets (91%. -

- - identified.at Isast a moderate need, 59%identified a high need). A majority of respondents alsc o
;_: identified a- high need for all other types.of information: except:for export finance options. - S e
- Respondents who expressed a htgher need for mformatron about export market opportunltles Sl




- :l\_’eeds_As'-s_es.s'r_rren't-bf Small and Merlirrrrr.:l.’nterprises' RN

e Were also more ||ke|y to have ]Ob opportunrtres for young people m therr companles and to have an. -
A rnterest in- a work experrence program for young protessronals - . o

Respondents rnterested |n export markets rated therr companres overall readrness to take
advantage of export opportunltles as very high.. Respondents reported that their companies. were
' best prepared for exporting in the following areas: general résearch and planning, determining

changes needed to products or- productton processes, and rmplementatron and monitoring. Areas

- in which respondents- rated therr companres as least. export-ready were market research and .
.. detailed planning. . S L

'However respondents ratings ot therr companres ‘status wrth respect to the specrtrc steps

needed for export readiness were not as high as their ratings of their overall export readiness..”

. “There appeais to be-a gap between SMES' interest and enthusiasm for exporting: (percelved
. “overall readiness”) and their- actual readrness for the specrflc tasks that oumulatrvely
LY constltute export readlness - _ o

“ 'Companles rated the elght problems presented in the questlonnarre as moderately serrous barners-f U
" to successful exporting. - The problem judged by most resporidents to.be the most serious barrrer ; A
i alack of personnel time to research and follow-up export opportunities.- Smaller companies -~ .
- were.more Irkely to rndrcate that they face a broad range ot barners to successful exportrng

. -Damestrc Market Develapment

: “A majonty of companles are interested in- expandrng thelr domestrc busmess partlcularly by
.. increasing sales of existing products and services but also by sellrng new. products or services. -
~ - -'Smaller companies are moreinterested than medium-sized companies in increasing sales of both o
.. new and existing products and $ervices in their home:province. Companies with-a strong interest -
. .in export markets are Iess |nterested in |ncreas|ng the|r sales to parts ot Canada outsrde therr '
- home provincs. : S o : . s

Companres expect to tace very tough competrtron from other companres— both domestrc and
~ foreign—selling similar products and services in their target markets. Barriers to expanding o
- .- domestic. sales were rated as less problematic than those for export sales, and none of the frve P
T problems presented in the survey was rated as senous by most companres S

o Just as with export marketrng, a Iack ot personnel trme to research and follow—up marketrng
- . opportunities was rated as the most significant barrier: However human resource-related .
.- barriers to domestic market development were not judged to be as serlous as equrvalent barners h
to export market development ‘ S . 5 e

4 3 Customer Servrce

Respondents were asked to rate the rmportance ofa totaI of erght tactors whrch could contrrbute Lo
'to the growth and competitiveness. of their businesses. The factors were those which had been- -

© ‘most htghly rated by respondents to the Phase | survey. As in the Phase | survey; respondents -
rated i improving customer-service as the most important factor (average score of 6.0 on.a :
o 7-point scale). The high ratings.of the importance of improved customer service were consistent .- -
S ,among representatlves of drfferent sectors and small and medlum-srzed companles ~‘

4




" Needs Assessment of Small and Medium Enterprises "~ . -

, Respondents rndrcated that customer service has been a very hrgh prrorrty for their companres
~over the last two-years. Three-quarters (75%) of respondents reported that their companies

have introduced new policies or-programs in the last two. years specifically to improve customer -

‘service. Companles in manufacturing and in‘the financial, insurance and real estate sector.are-

' }', “ - more likely to have initiated such policies or programs. Medium-sized companies are also more -
" likely than smaller companies 16 have introduced new service policies or programs. “Staff

" training, customer service analysis and evaluation, and management training are the: types of
- activities which have been empfoyed most frequently by companres in the last two years. .

' VrrtuaIIy aII respondents (94%) agreed that constant |mprovements to customer service are

‘necessary to stay competitive; almost half (47%) verystrongly agreed. Most companies believe "
- they have been doing a good if not spectacular job in improving their service to customersin - .

recent years. . Almost-all responidents (92%) ‘were satisfied with the overall level of service
delivered by:their companies, although their degree of satisfaction was. not particularly strong
.~ Fewer than half were very satisfied with their overall customer service; almost half were’ onIy
" moderately satisfied. These levels of overall satrsfactron wrth servrce delrvery did not vary
- significantly- by- sector or size of firm. ¢ .

© Almost all respondents agreed | that they can do a Iot more to |mprove therr services to -

* customers. - Managers view the attitudes of employees as the key to hrgh qualrty and successful - L S

- customer service.  The most positive ratings for service deI|very were glven to emponees

 working-in management and administration and sales and customer service: 60% rated s
- performance..in' these two areas as very good or excellent. . Performance ratings were somewhat -

lower for employees in the production of goods and services and-in marketingand
“communications. ‘Considering the performance of all employees at providing high quality servrce
' 48% rated this as very good or excellent, and 48% rated it as acceptable or good. These -
results were consrstent across the drfferent economrc sectors and for both small and medrum-
- sized frrms . A .

AThere were four types of service- related rmprovements whrch respondents rndrcated wouId be o
very | useful to their companies: improved quality management, closer consultations with -~
customers about their needs, better information provided to customers about the company’ s
products and services, and faster service. Two types of improvements—faster service and * -
providing better rnformatron to customers—are more rmportant to smaIIer frrms than to medrum- _
srzed fm’ns : :

The costs of makrng servrce rmprovements and.the lack of resources for new servrce reIated
equrpment or systems were noted as the most significant | barriers to rmprovrng customer service.
A lack of personnel,-including finding personnel with the right service skrlls is aIso a moderately
serrous barrler to makrng customer serwce |mprovements » .

vi S | L .. Alliance/EPl
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“General Attrtudes and Shart‘-Term SkrII Needs o

A majortty of employers were positive about the value whrch young professwnals could br|ng to S
their companies in the short term. Most: indicated thatyoung professionals would be usefulto .- .-
- work on specific tasks even within.the next six months. - Their opinions about the value of hiring
* . young professionals are partlcularly positive when viewed in the.light of prévious research whlch
-~ shows that most employers believe it takes at least six months tor new hlres to become tully
L "functrontng in-new posrtrons ’ o S S

s Specrfrc Skrll Needs
Computer Skills - -~

A majorrty of reSpondents belleve that young people wrth computer Skl"S could have a posrtlve
. impact on their companies in the short tem. - Overall, about one in six employers indicated that-
... their companies have high short-term needs for better computer skills; most of the rest’ (between
I _“40% and 50%) |nd|cated that thelr companres have moderate needs for better computer skllls

h :::;New Market Development Skills

o A majorrty of employers indicated that young people would be- usetul to thelr companres to work
L -_Afor srx months on tasks related to new market devel0pment On average about 60% ol

L. Needs.;ll‘_ssessnrent of Sntal_l and_Medr'um Enterprises

: :-4 4 Human Besource Needs and Wark Oppartunrtres | \ ) .

far Qualified Young Prafessranals

o .Reclplents of all the questronnarres were asked a serres ot questlons relatlng to skrll needs and
‘ _work 0pportun|t|es for young protesstonals _ ‘ :

In general reSpondents reported that therr companles have moderate short-term needs for better
-+ skills in the'targeted business activities. -While the skill needs of the average SME employers are
" “moderate”, the results also indicate that a large number of employérs have greater needs for -
" better skills in these critical skill- areas, These results are consistent with the findings that a

substantial number of SME employers are only moderately satisfied with their current levels of

t-f-sk|lls in the areas revrewed rndrcatmg that there is srgnthcant room for |mprovement |n many
'--'companres : . i SIS .

. Most srgnrfrcantly, compames whrch |ndrcated a greater need for, |mproved sk|lls in speclflc areas -
. Were also much more llkely to- report that there are jOb 0pportun|ttes for young pe0ple in these

areas

T

B Companres in the manutactunng and constructron sectors expressed the greatest need tor
-~ computer skills for the- productron of goods and services.: Medium-sized companies were more
. likely to-express at least a moderate need for better computer skllls for management and-
. admrnrstratron (75%) compared to. smaller companies (61 %) . IR v

' '_'.Compames which indicated a high need for better computer sk|lls in SpeC|f|C areas. were much
.. more.likely to report that there are ]Ob opportunities for young people.in these areas. For . -
.. example, for management and administration skills, 65% of the companies with a hlgh need for -
- skills mdrcated there. are at least some jOb 0pportun|t|es tor young peOple in this area. ~

N L
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Needs Assessment of Small-and Medium Enterpris'es - }' o

employers belreve that young prolessronals could be at least moderately usetul in the short term
about 20% believe they could be very uselul - , .

Respondents reported that young professronals would be most useful to work on researchrng

particular markets. Employers-were-also positive about the value of hiring young. professionals to - ,
work on genéral research and planning; changes to products, services or production-processes for. -~
new markets; détailed planning such-as prometional plans, logrstrcs prrcrng and payment systems .

trnancrng and i |nsurance and test marketrng and evaluat|on

Customer Serwce Skills

lmprovrng service to customers is a hrgh prrorrty tor most SMEs and some of their hrghest human '

resource prrorrtres are for better skills in service-related activities. Providing faster-and more

gfficient service to customers, providing better information to customers about their products and - . - -

services, consultrng with customers.about how their products and services can better- meet their -
needs, and improving quality management approaches and procedures are-four.areas in which
employers reported high short-term needs for better skills. Two-of the activities for which_
employers gave a-low overall rating-for their skill needs—improving quality management

approaches and serving customers in foreign. markets—were rated as much greater needs by —

employers in the manufacturrng and servrce sectors

Jab Oppartunmes far aualrfred Yaung Prafessranals in Targeted Busmess Actrwtres S

Employers are cautrously optrmlstlc about the job opportunitigs for hrghly qualified young
professionals in their companies. A majority (57%) indicated that there are at least some
opportunities for young professionals. About one employer in seven (14%), reported that there

are. many job opportunrtres for young protessmnals to.work in computer new market development -
or customer service-related jobs. Employers in the-service sector were especially positive about: -
their job opportunities for young people: 70% said there are at least some opportunrtres rncludrng ’

24% who sard there are. many opportunrtres

Expected Payoff fram Hrrrng Yaung Warkers for Prafessranal and Techmcal Pasrtrans

Employers are generally positive about the benefits their companies receive from hrrrng young :
workers in professronal or fechnical positions. Over three-quarters of the respondents indicated -
that their companies receive. at least-a.moderate payoft from hiring young.workers in these
posrtrons almost one-quarter said that their companres recerve ahigh payolt from h|r|ng these
young people t S

Employers rated the. benefrts from hrrlng young workers in professronal or technrcal posmons more' |

positively than the job ‘opportunities-for young people in'their firms. “This reinforces the results -
"which show that employers identify the lack of job-opportunities as a serious barrier facing the
entry of young professionals into the labour force—i.e., the skrlls of young people and the payoff
from hrrrng them exceed the jObS avarlable _ ,

— | o . . Alliance_/EPIf S




NeedsAssessment of SmallandMedrumEnterprrses o R T

e "‘-Barners ta Jobs far Yaung Peaple B R R . S
‘Ij‘;'Respondents were asked -about’ 10 specmc problems whrch can present barners to jObS tor young
.7 ipeople.in'their. mdustry ‘Six of these possible barriers dealt With the skills:and characteristics: of IR

o 'i..‘_the prospectlve young worker tour Were potentral problems trom the perSpectrve ot the employer L

g T.Frve of the problems were rated as more senous barners and five as more moderate problems B
7 The srngle most: rmportant problem in the oprnron ot SME employers is the lack ot practrcal work AL
. ":expenence. T S T A DTN

: E :";__The barners reflected in these 10 SpeCIfIC problems can be drstrlled emprrlcallyrnto four key
e ‘{tactors Employer rankrngs of the senousness of these barners to jObS are:as tollows

R A lack of practrcal experrence and skrlls 80% rated thrs as a problem rncludrng 38% who.f R TTNA
‘ }-_,rated it.as a serious. problem R : LR S Lot
g "Costs (the costs of hmng, tralnrng, supennsrng, salarres and benelrts lor new workers) TR
e 70% rated this as a problem rncludrng 28% who rated rt as a serious, problem , [ R
/" 3" The lack of job opporturities (voth in general and in- respbndents rndustnes) 75% rated R
i this as a problem including 27% who rated it as a serrous problem S TSR
.4, The skills.and attributes of youing workers (lack of genral skills, enthusrasm and:

.. commitment to-their ‘work;-unrealistic- expectatrons about their value in.the job. market)
_ ;“.‘.'70% rated thrs as a problem rncludrng 29% who rated |t asa serrous problem

SRR There were ‘some rmportant drfferences in the' ratlngs of drfferent barrrers by employers wrth e

-+ .."smalland mediuni-cormpariies.- In general smaller.companies: find the different barriers to be- moref B IR
- - .serjous, with the exception of the lack of jobs, which-is.a more: serrous problem for medrum srzed R

':icompanres Followrng are, some detalls of these drfferences y l R

u,.“:

0 Smaller companies: were more ||kely to rate the skrlls and attrrbutes of young workers \ _3 JRARIEEN
(I e., lack of general skills; enthusrasm and commrtment to their- work unrealrstrc S
expectatlons about therr value rn the jOb market) as a bamer L

0 Smaller companres were much more lrkely to be concemed about costs as a barrrer :

0 Medrum companies were fnore Irkely to rate the Iack of ]Ob opportunltles and changrng :ff T e
human resource practlces as barrlers L R

‘ Ratrngs of the dn‘ferent bamers do not vary by economrc sector The lack of jObS rn the
_._~-'constructron sector rs one notable exceptron ARSI

S lnterest ina, work experrence program tor young professronals is posrtrvely related to three ot the T T s L
o summary indices of job barriers for young people: i.e., a lack of practical experience and skills; the L e
- [-j--_f;f-skrlls and attributes-of young ‘workers, and costs. In other words, employers-with a greater P T
Lo interestin partrmpatrng in a work experrence program are generally the ones who percerve hrgher iR
o ',:__‘}i.jOb barrlers toryouth ST A el SRS




" " Neeids Assessment of Small and Medium Enterprises™ "

4 5 Support for a Work Experrence Program for Young Professronals

a The questlonnane recrprents were asked vartous questrons regardrng work expenence programs S

. -lor young professronals

. f‘;‘lnterest in Parl‘rcrpatmg m a Work Experrence Program opeel ,
. SME lnterest in‘ parttmpattng ina program to provrde work expenence tor young prolessronals is

F quite strong among ernployers in all économic sectors, and among both: medium-sized and smaller e
L firms: . Querall, 72% of respondents |nd|cated that they are, mterested in such a program, C e
»'rncludlng 22% who sard they are very | rnterested : SO B

"»;"-Most |mportant is the ltndtng that respondents rn compames wrth job opportunrtres for qualthed
" young professronals are the most:interested‘in a work experience program.. ~Among. oompanres

e . with‘many job oppartunities, 89% of respondents are.also very. |nterested ina Work expenence }'; : s
o ':program mcludtng 52% who are very lnterested o : - 2

Dprnrons About the Bharacterrstrcs of a Work Experrence Proyram _ R
- All respondénts were asked a common set of questions about thieir opinions on the desrred

. - characteristics of a. work expenence program for highly qualmed young professionals: N|ne S e
. possible’ program characteristics were reviewed, withi respondents being asked to lndtcate ' RE R
whether they consrdered each to be a posrtrve or negattve teature ofa program SIS

: : Flve program charactertstlcs stand out as ihe- ones vrewed most postttvely by SME employers . .

' A majorlty ol ernployers vrewed each ol these tlve characterrstlcs posrtrvely

e .'f'a program whrch provrdes practrcal work expenence to young protessronals . CE

'_ | 0 “the’ employer pays no salary but | pays tor program admlnlstratton ' ,

,' . 2 ‘the program |s led by the pnvate sector and supported trnancrally by the publrc sector
A | } o Employment lnsurance dollars are used to lund work placements and i
o :.' ".,"-:there is an emphasrs on h|gh sktll ]ObS _' o ' 3 L

| For SME employers provrs1on ol practrcal work expenence to young prolessronals is by lar the SR
* single'most important characteristic of @ work experierice program: 90% viewed this feature . - D
. posttively, including-50% who.viewed it very positively. The proportlon of employers who. rated L

- the other-four of these “favoured” characteristics :as positive varies. from 72% (for the. -

"~ employer paying no salary but payrng for prograin admrnrstratron) t0,53% fforan n emphasis o e
: .'.:fhlghSkl"]ObS) . ” R R L : I

’ .’
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| ".;_'\;{ - ::.-.Program characterlstrcs vrewed less favourably are as follows Fewer than half of employers
T ,;‘;.vrewed these four characterlstlcs posrtlvely L B

" 5 Imphcatlons for Work Experlence Prog'rams o . o
7 The needs assessment provrded a number of insights® into.the: busrness prlorltles of SMEs and

. .7 seniormanagers’ percéptions of the contributions that could be made by young professronals
Among other frndrngs the research conflrmed that Lo e ol

o A-f"a. j-.-'}-.'»young professronals can make a posrtlve contrrbutron to therr companres and

: 3 0 v{fa mayorrty of SMEs are tnteresfed in partrcrpatlng in‘a work experlence program for

"f_‘“;Although ON SITE is not almed specifically at SMES; it has many of the characterlstrcs Wthh
- . SME executives find attractive in-a. work.experience program.- The résults of thie needs- . NI
.o assessment indicate a number of-ways in which the program could be expanded’ and rmproved to L et
L Cfurther meet the:needs of Canadas SMEs The followrng actlvrty streams appear to offer the ;; TR,

‘;.’“.-best potentral for 3uch expansron SRR RN o N

ERR . _-".computer applrcatlons tor management and admrnrstratron T

: "‘;:‘;:e'f'_"f.exporf market development L

’,;.ra partral salary subsrdy, Imked to an obllgatron to hlre the workers at the end of the work;f{",;.'f‘fjlfl AR
’1'f}_term AERICES T RV RS BN

. :'f“»the program 1s restrlcted to young people, . : X
e the program lS Ied and ftnanced entrrely by the prrvate sector and

' .f""__.:_;a locus on non productlon actrvrty il 8. work that mlght not othenNrse get done

L f;jo. "{SMEs are partrcularly rnterested in rmprovrng therr capabrlrtres 1n three broad areas R

L jcomputer applroatrons new market development and customer service; :

e .':SME executrves belreve that the most serlous problem facrng young people seekrng work
« “is-the'lack of*practical work experience; and they believe that given the opportunrty, e

. young professionals, and this:interest is correlated wtth the avallablllty of work

o '. B opportunrtres for young: professronals

g f"} }AThese frndrngs have mterestrng |mplrcatrons for work expenence programs foryoung S
Sy '.‘professronals ‘As a co-sponsor of the-needs assessment the Alliance is rnterested in applyrng the'.'_: e T
‘ ~"-.-"_:_.__results of thrs research to its own work experrence program ON SlTE : St T

flnancral management S s
general busrness management and admrnrstratlon
strategrc busrness plannrng suppo - SR

_-}:»CUStomer servrce

S Alliance/BRL - o




. '-._-:These new task areas. offer opportunrtres for a range of graduates beyond the

v 'Neéds'AsseSsm_ent :‘a'f-SmaII_' and Meditrr_n, Enterpnses S

. These are all areas where Industry Canada is. |nterested rn |mprovrng the sophrstrcatlon and

- -'capab|l|t|es of SMEs. Although there is considerable SME interest in the-other.two areas.
LT ;lnvestrgated—computer appl|cat|ons for marketing and communications, and domestic market L
. " development—it would be more difficuilt to‘ensure that ON-SITE positions in these areas. didriot. =~
o . provide employers with an unfair competrtrve advantage vis-d-vis other Canadian employers
- . (Both these streams. would involve improving market share, and a maJorrty of the . survey o
,Irespondents indicated that they expected to. tace at least some domestrc competrtron in oot

_attemptrng to expand therr market share withiin. Canada) e T

L : "'Creatrng rncremental non competltrve posrtlons would be consrderably easrer in the flelds of
.+ computer applrcatrons for management and administration, export market development and ..o
. customer: serwce Based on the survey results posmons |n these areas could encompass the SRR

| :-followrng

Computer Applrcatmns far Management and Admrmstratmn

S Survey respondents indicated strong - rnterest in |mprovmg their computer capabllltres ina number )
" “of areas related to.financial management, general business management and administration, ‘and . S

' strategrc buslness plannlng Positions in these areas would not require: formal’ computer science

~~ training so.much as practical computer SklllS and aptrtudes and up-to date knowledge of avarlable L T
S hardware and software optlons , Ca o T o

1((

trad|t|onal”
- ON-8ITE.candidate pool of engingefing and seience graduates.. Individuals with: degrees in’ -

. business, commerce and arts’ (economrcs) as well as science or engineering graduates could be

- eligible: for positions in‘this area, as long.as they have good computer skills: Implementing a new .

- stream. of. Computer Applications for Business would-enable a much greater range of unemployed ",',1
R Jy)oung professlonals to beneflt trom the experlence and professronal development provrded through_v' SR
NSITE R I P | EEIR SR

- 5 2 Export Market Develapment

. An export market development stream hasg’ already been pllot-tested in ON SlTE and the results‘-; DR

- of the needs assessment confirm the: potentlal to substantratly expand this ‘stréam. . This stream " " i
.. offers.opportunities to a wider base of candidates than do the traditional ON-SITE. streams rt s .

.. suited for: graduates in business, commerce, arts (polrtlcal science, economiés, intemational * '

o studles) scrence and engrneerrng, as welI as rndrvrduals wrth Specrflc language and/or CUltural

o skrlls

’v,t' . :,-
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"5-"53 t Customer Servrce |

- .;In the area of customér service; the survey respondents lndlcated that the followrng types of
.._rmprovements would be very useful RS : RN

R e ',icustomer communrcatrons outreach and feedback (r &, closer consultatton wrth

i -_.6:;'5taster and more effrcrent servrce B

— »-.Qualrty management is already a well estabhshed ON: SITE program stream and customer L
.+ service aspects of quality management could be incorporated into this stream. .A new: customer
" service stream could offer. positions | related to consultation with-customers about their needs
- (though Surveys, one-on-one consltations, ‘analysis.and development of customer feedback .
-7 mechanisms); provision of beter rnformatron to customers (promottonal materials, technrcal
“+.: . materials, Internet Web sites); and faster and: more efficiént: service. (analysis of service . Oy
o ;_{patterns and recommendation of:improvements, assessment of software and-hardware optrons
o improving service ‘speed and etfrcrency) ~These posrtrons ‘would be’ surted to candidates with "> .
7L -degrees.in. commerce/marketrng/busrness ‘arts; social scrences scrence or englneerrng, as Iong as
- .;‘-.--_they have good communrcatron and rnterpersonal skrlls . : , COT

‘; rmproved quahty management

. customers about their needs; provision of better mformatron to customers about the
‘ companys products and servrces) and S
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1.7 i Needls Assessment of Small and Medium Enterprisés .- - =

130\' Introductlon |

R -;Many workplaces have unrecognrzed needs for specrallzed human resources By pIacrng an
~'ui2 vindividual “on-site”:in an organization for six monthis, the ON- SITE/A LA SOURCE: program :
L '_demonstrates the: benefrts of-augmenting human. resources in order to stimulate-innovation and
Vol |mprovement As a result many employers retaln thelr pro;ect workers afler thelr ON- SITE
'”stermsend R R P R T

S the past ON SITE focused on areas where the strateglc apphcatfon of human resources could R
"_reduce the waste ‘of: materials and energy, and/or improve safety-and: qualrty ‘These' streams T e
of actrvrty fmet, requrrements that the employment. Created be: rncremental (i.e., not replace of - o
+_compete with an éxisting. position); and that the provision-of a. program employee hot:provide an -_'"

“... - unfair.competitive ‘advantage to'the employer However,.experience suggested. that there. are. N

o f'addltronal opportunities:to create incremental positions and help small and medium enterpnses ER R '
o (SMEs).improve their: competltrveness Actlvmes that cut across many mdustry sectors P T

'potentlally offer such opportunltles U I _

A 'Recognrzrng that ON: SITE offers. srgnrftcant untapped potentlal to assnst SMEs in: strateglc
.. - areas,, Industry Canada‘and:the Alliancé of Manufacturers-& Exporters Canada (formerly 1 the
R Canadlan Manufacturers’ Assoclatron) greed to-co-fund an assessment of SME needs that
=" " could-be sewviced: through the program.. The objectlve of this. assessment was to. rdentlfy
- activities that cut across many sectors, for whichi the- provision’ ‘of human rescurces ‘could heIp
SR SMEs improve their competltIVeness and: productrwfy and-with-which unemployed young- -
S ;-,professmnals wouId be quallfled to ass13t Th|s report summanzes the results of the needs
'"-‘--‘t_,.'assessment B PR R i

'\.-‘d S
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A "‘::f.senror executrves wrth SMEs |n frve economrc sectors

L '?f.-'.The major rssues for all of the consultatrons whetherconducted |n-person by telephone or by
o mall, were the'needs and priorities: of SMEs with respect. to-achieving business. growth; their - Sl
.. capacities o' achiéve: this growth satisfaction-with' current capacities including human resources SR
<. . the efficacy of humani résource solutrons to-overcome current problems. or barriers to growth the -+
-+ 1abour market for highly qualn‘red yaung professronals both.in. general and with specrfrc o
e fzcompanres and the potentral fora. work experlence program for young professronals

. Neods Assessment of Small and Modium Entorprises -

2 0 Methodology

. 't“The needs assessment methodology consrsted of two phases 1) an exploratory revrew or scan 'f_;.? AT

The study methodology was. desrgned to conform to the hrghest rndustry standards for :
‘_-_iquestronnarre design, sampling and data: analysis. ‘Wherever. possrble ‘standardized defrnttlons
.+ were used for key concepts such as industrial sector and company size (SME). ‘Standardized. -
~+.7 methods and concepts were also used in the devel0pment of seven- pornt scales and-other types
Lot categorlcal survey questrons 1n some. instances, pre- exlstlng questlons whictt had already
IR ;been tested | in other surveys were used to. |ncrease our confrdence in data relrabrlrty and: valrdrty

S The methodology desrgn was, examrned by external revrewers from lndustry Canada and the
<+~ Alliance at each'stage of the. process. As well, the incremental nature of the design, in which . "
- each subsequent phase was built-upon'the. results of the precedrng work served to enhance data U

: _-._:_qualrty and the |ntegr|ty of the frnal resuIts : - RN Lo R

i '::\3»‘21 Phase I Exploratory Scan of Expert Opmron and Industry Needs

' ",;'Phase l |nvolved a prelfmrnary scan of expert oprnlon and an in- depth lndustry scan: “The ™

- preliminary ‘scan involved telephone and in-person contacts with. approximately 40 government
.0 7. and industry association. representatrves ‘human. resource and labour market specialists and .
S _-subject area speCIalrsts The major issues, addressed durtng these rntervrews were as follows' -

busrness actrvrtres Wthh present the greatest opportunrtres for SMEs

readrness of SMEs to take advantage of these opportunltres the barrlers
' varratrons |n the needs and capabrlrtres of SMEs by sector and ffrm srze e _
the avarlablllty of quallfred personnel to take advantage of bus|ness opportuntttes B \

reallstlc objectrves for employment programs for yotrng professronals

the types of employers most lrkely to be lnterested rn employment programs for young
professfonals and, ;.'-;__t.~~~' SR . el

programs

T AMneefEPL IS

the potentlal contnbutlons of young professlonals therr best 0pportun|tres RS

"~ the best methods for communrcatrng wrth employers about youth orrented employment T






NeedsAssessmentof SmallandMedrum Enterprrses

2.2 Phase II Natronal Survey of Senror Executrves wrth Small and
Medrum Enterprrses SR T e e
221 Survey Desrgn A o b e
b’The desrgn of tha i natlonal survey of: SMEs was based on the results of the consultatlons and e
-+ preliminary survey. ¢onducted i in Phasg | The full Phase Il national survey included five:separate - ISR
... ..components or subject areas. These f|ve areas correspond to'the top lndustry priorities:identified: ~ - -

" ini Phase |. The five subject areas were incorporated into three survey questlonnalres which are. * N L
S _presented in Appendlces A B and C (annotated wnth the survey statlst|cs) L T R

Part1 Practrcal Computer Appllcatlons for Busmess RN
AL Computer Needs for. Management and Admlnlstratlon e T
b B : Computer Needs for Marketlng and Communlcatlons
Part2 New Market Development and Exportlng ;
A Expont Market Development ‘
AR j‘113 " Domestic Market Development S
L "'Part3 CustomerServrce R B

-

The broad themes and lssues revrewed |n the three surveys were conslstent although most of RO
“the questrons in the three surveys were dlfferent to reflect the specrfrc subject areas Followmg S
are the marn lssues addressed in the surveys ' T . L ‘

s 0 company needs and capabllltles in. the specrfled areas,__,_ R
satrsfactlon WIth current company performance in: the areas R
'usefulness of maklng performance lmprovements ln specmc areas :

i.i‘problems and barrlers to maklng lmprovements

tslmportance of human resource solutlons and Sklll lmprovements

.:?_ ‘job oppoltunltles and barrlers for quallfled young professronals

usefulness of young professmnals for specmc busmess tasks ,
;;:;lnterest |n a work experlence program for young professronals and

e e o ' :' 0 'i'; .:'-.0'.' . ,*0'1, '» o

: preferred charactenstlcs of a work experlence program for young professmnals

: 'jfThe survey sample desngn was based on. the same pnnmples as the prellmlnary mdustry scan RSN
... -The-source.list of SMEs was purchased from Dun and-Bradstreet. - The same five sectors were: - j[ Coal
R '.selected for the survey,” again:based on the potentlal relevance of a work ‘experience- program for, B S
- 7 young professmnals to these sectors. -The sectors-were manulacturmg, transportatlon and '
’ t.commumcatlons constructlon flnance msurance and real estate and servrces

L AlianceERL L DR







.j,_'-'_'respondent was not avarlable durrng the survey perrod (e g on vacatron away on busrness) IR
7 Secondly, non- respondents were asked a short set of four: questrons from the mail survey so that R
. e could compare the results for the mail survey and. telephone non- respondent samples. These.." " 0. o
oo %+ comparisons. facilitate. the anaIys|s of the extent to whrch the marl survey results represent the T
BN 'i_populatron of SMEs across the ent|re country - R FETINE

o 'j_"_*j"jl._f:j-‘223 Data Base Management and Analysrs e T

i \ The: completed returns were processed by. Energy Pathways lnc The survey data were entered BT A
SREL -_‘-'by a. professlonal datal entry: firm‘employing standard procedures for quality: control and error- . - LT
R .-_‘reductron The database uSed for the anaIys|s was created wrth SPSS Versron 7 0 for Wrndows -;; Y

. 2 24 sample Srze and Response Rates

| -sample

“ - successful contacts with-350 companies in-the original:sample. Ofthese 350 contacts, 36% .~ . "
.. .were with companies consrdered to be ineligible for the:survey. There:were two'primary reasons LR
L why respondents ‘were. consrdered |nelrg|ble the mailing address was incorrect, and the respondent Ce DN s

o was not avarlable durrng the survey perrod (because of busrness travel or vacatron) ‘ P

o L _The response rate calculatrons are presented |n Table 2 2 below R

e Asessment of Swall and Modiar Entorprises .

C ,ii'The survey data were subjected to a round of data qualrty checks rncludrng revrew of the SO

.- " univariate distributions; reliability fests of both individual variables {e.g.,-split: halves, measures of'

N 4_varratron/drspersron) and-multipie-indicafor scales (e.g., ‘Cronbach’s ‘alpha for-additive’ scales)
-1 and-construct: valrdrty tests to venfy that relatlonshrps among key varrables conformed to-
"~i_;g-expectat|ons O e IR _ O SR

S “The. unrvarrate drstrrbutlons and descrrptrve statrstrcs for all survey varrables are presented wrth Ve
-+ the'three survey. questronnarres in Appendices A to:C. - A complete’ set.of statistical tests was
coe -;.'j-conducted to assess the relationships between all questlons asking about the needs, opinions,
‘7. practices and experrences of SMEs (i.e., most survéy questions) and the following key'v varrables
... .. “economic sector, size:of the' company (i.e:, fewer/more.than 250 employees), youth h|r|ng
-+ practices overthe last 12 months and years in‘business. Multivariate statistical:tests were

" conducted: i specific areas where preliminary-analyses indicated that further éxploration. was

_;i_f.f-_warranted ‘Whére these reIatronshlps are both substantively and: statrstrcally srgnlfrcant the T
; f-:_.results are presented in. the followrng sectrons of survey f|ndrngs el s e I

= A‘total of 515 responses were recerved by return ma|l from companres |n the onglnal marlout S

BRI 165 for Part1 Practrcal Computer Applrcatrons for Busrness }}‘;i_
" . 235 for Parl2 New Market Development and Exporlrng

0 115for Parl3 Customer Servrce

The frnal response rate to the survey is 16 5 per cent—one in- srx of the sentor SME executrves
" and prrncrpals in the samplé:- The. calculation of response: rates takes into account both the :

. ';fsurvey retums and the results of thé non- response survey. The non-response survey |ncIuded










Phase | Findings:

Scan of Expert Opinion on SME Needs and
Work Opportunities for Young Professionals






B '-_.f}ltleeds’ As';é;sb,en; al S‘mall;anrllv'lédilIm,Enterprls'e's.;., P

o 3.22 SME Perspecrrves on Needs

: ‘Employers were asked to rate the. rmportance of 12 drfferent factors that could atlect the
. ‘growth and competrtrveness of their busiriesses over the next three 1o five years.. The list of

: .:- . these factors was- prepared on the basrs ot tactors rdentrlred dunng the |ntervrews wrth experts L
- . inthe prelrmrnary scan...... R e F

. fEmployer ratrngs ot the rmportance of the 12 tactors tell rnto three categorres The sample srze

| o of the survey did:not permrt us'to make statrstrcal mlerences about the overaII relatrve rankrng
:.;,_ol tactors wrthln these three broad grouprngs Sl

A

e 0 Improved customer servrce was rated the most rmportant factor Almost 80% ot

.+ employers rated improved customer service as either a very important or extremely B R
- . -.. important factor (6 or7 on the 7 po|nt sca|e) The overall average score on the 7 p0|nt YUt
""‘-‘-,__sca|ewas62 4 R L , _

" Q"fi_."er other factors were also grven hrgh ratrngs by employers Each ol these tactors had 5',,;" T ':

R ~an average ratmg of at Ieast 5 on the 7-point scales:

Ve

" better use ot advanced technolog|es tor product|on

. f}rnnovatrons productorservrce deve|opment product desrgn R&D
."-f'rnternatronal market development JETRE _' o
'lbetter use of computers tor management and admrmstratron

r quahty management (e g. |SO 9000) and- ' ‘

better use ot computers tor marketrng and communrcatrons

T 0 . Frve otlrer factors were rated by employers as. less rmportanttor the growth and

. competitiveriess of theif businessés over the next three to trve years (average ratlng of'..‘-'_ 3 SRR

B ‘-’between 4:and 5 on the 7-point scales)

domestrc market devetopment

'-A‘tmproved occupatronal health and satety practrces
"'analysrs/benchmarkmg tor |mproved productrvrty :
|mproved envrronmental management and practrces and

: rmproved energy management

s. : ’_ Alllance/EPI S




"{323 Meetmg Specrfrc Needs to Achreve Growth e o
S+ -Use of computers to. rmprove adm|n|strat|on and management use of computers to. rmprove vl
_'~~':'_,_;market|ng and communications, use of advanced technologres for production,:and- lnternatronal f":f:«" SR

- market development were'all areas that had been identified in earlier: research as offering. good;-‘i-.a_js C

T _potentral for recent graduates.- Companres were asked to provrde qualrtatrve lnformatron on’:
N :actrvrtres that they consldered rmportant in: these streams R : :

Use of Computer Technoloyres Sl "“-;."f::,_": R

1_*The greatest number of responses related to |mprovmg current productlon methods R
..~ Manufacturers in- particular were ‘interested.in-this, -citing-interest in- computer—assrsted deslg N
i - (CAD) and: CAD.output to control manufacturing’ (CAD/CAM) productlon pIannfng, matenals SRR

T »irequrrement plann|ng and vanous specrflc hlgh technology systems i SURREIARR

- The next major area of mterest Was tralnlng and educatlon ln computer use and software

There was also strong inferest.in the use of computers.fo improve. busrness management and” R s
SRR ’;admlnlstratlon and in-use of the Intemet Use of computers formarketlng and communlcatlon S
Tk was the other major area of |nterest o SR ~ - L

-"k New Market Development

’;‘_Wrth respect o new market development the actrvrty of greatest rnterest was that of marketi ) i
B ’:_.'analysls/market studies. - The ‘other major: areaof rnterest Was |n marketrng/sales/ L ‘
.frfcommunrcatrons/ foIIow up on market Ieads TR

S ':Companles also |nd|cated a need for more lnformatlon on trade and export documentatron T
:.ﬁ_tz’procedures ‘Other areas in which there was some interest |ncluded determination of -~ T o

R modifications needed in ‘produicts and procedures for export markets and compet|t|ve :
R f;-"-analysrs/nrche rdentrfrcatron ' S REE e

B 5324 Opportumtres for Yaung Professmnals to Meet SME Needs S
o ';?After ratrng the: |mportance of dlfferent factors contnbutlng to growth and’ competrtrveness and e
. identifying specific.needs to- achieve growth, employers were asked to rate their frrms ]0b O SRR
T opportunrtles for h|ghly skllled young people in these areas over the next 24 months L t__-:f:"'- REAN ST |

L 0 |nnovat|ons product or servrce development PTOdUCt de3|gn, R&D

S ":-"_., NeedsAssessmentof Smalland Medlum Enterpnses s

-Overall for each of the 12 areas assessed about half of the employers |nd|cated that there“_ SRR

. "would be at least some job oppottunities for young proféssiotials overthe next 24 months: = - L

- The:areas rated-as having the greatest number of opportunrtres foryoung professronals are - -l n
o as foIIows (average scale ratlngs of 3.60r hlgher) RS IR SRR

0 advanced technologles for product|on ) N
0 customerservrce and e el
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- Needs Assessnrent of Small antf Medium Enterpris_es} : L

32 6 Identrfrcatmn of Phase II Issues
' .The followrng streams were selected for |nvest|gat|on in Phase II

e computers for management and administration;
* " computers for marketlng and commun|cat|ons - |
e new market deveIopment mtematronal :
0 new market development domestlc and

' customer service,

o These streams were determrned to ment further surveylng not only because they are of _
g ‘demonstrated. interest to SMEs, but becausé they offer opportunities for graduates with a o
general range of skills. Geneéral research and computer skills can be found among a broad- group

of arts, social science and business graduates.. The bulk of “traditional” ON-SITE candidates .

" have been science, engineéring and environmental studies: graduates; these new streams offer- the.

- .. potential to bring the benefits of ON-SITE to a more diverse: “group; of graduates with broader skill = -

. - sets.- The range of business sectors interested in these areas is sufficiently broad that the -

-~ streams would offer good potentral for the jOb deflnltlon and matchlng servrces provrded by
.'ONSlTE R . _ R

- For three of these streams in partlcular (computers for management and admlnlstratlon

- intemational market development and domestic market devélopment), there was a high -

~ correlation between respondents’ interest and their perceptions of opportunltles foryoung
" professionals. This suggested that companies with a strong interest in the area should be -

receptrve to the- |dea of “hiring young professronals through ON SITE to assrst them in the area.

Do A majority: of manufacturers |nd|cated some jOb opportun|t|es for young professlonals in export
"+ market develppment. Although there was. less interest in domestic market development, 53% of
. manufacturers indicated some job opportunltles for young professionals in this area.  There was "
- avery strong correlation between interest |n |nternat|onal market development and |nterest in
. ‘_domestlc market development ' ' : : _

' The. partrcularly hlgh lmportance ratrng g|ven to customer service emphasrzed the lmportance of . .
~ surveying-on this stream to better define its parameters The correlation- between interest in the :
- subject and opportunities for young professionals was lower than for some of the other streams, "
. __but the interest spanned a broad range of sectors and company sizes. Although companies

indicated a strong interest in customer service, they provrded relatively: Ilttle qualltatlve

" information on exactly what types of sk|lls they needed. -

. _Correlatlon between company |nterest in computers for marketlng and commumcatlons and

perceptions.of opportunitiés for young professlonals was lower than for computers for.

management and adminjstration. -However, companies with more than 100 employees were much
- .more likely to identify marketing, and the stream was also strong among manufacturers. This: -

interest, combined with the broad range of skills sets that could be emponed in thrs stream

. mdrcated that th|s stream was worth 1nvest|gat|ng further

N o
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. Needs Assessment of Small and Medium Enterprises

: The use of advanced technologles for productlon and |nnovat|ons (R&D product and process
“engineering, product and service development) demonstrated considerable promise: both streams -
- show a high correlation between employer interest and perceptions of opportunltres for young .
professionals, partrcularly for larger companies. However, these streams were not selected for
-~ Phase Il'surveying because they encompass very specrfrc activities and appear to require a-more”
. specific set of skills (i.e., mare advanced science and engineering skills). As.such,ON-SITE
' streams in these areas would be atiractive to more restricted groups of, both candidates and

- _employers, making the marketlng and matchrngprocess more dlfflcult However these streams o

* may merit further lnvestlgatlon in the future

“n summary, flve activity areas (one more than onglnally proposed) were selected for detalled
’surveylng in Phase Il.- , S '

. Computers far management and admrnrstratron and computers for marketrng and
communications. As there is-a good likelihood that many.companies interested in . '
' computers for managerent and administration will also-be interested in computers for

marketing and communlcatlons these two streams were comblned in one survey sent to S

1,800 employers

o . ' Export market development and domestrc market development were also comblned in
" ‘one survey sent to 1,800 cases.. Phase | data showed a strong correlation between

-~ interest in these areas, and it was determined that surveylngalarger sample on both o

_issues would provrde a greater number of valid responses in each area.,
e Customer service was selected for lnvestrgatron through a survey of 1 000 SM Es

T e

The flndlngs from the surveys conducted on these toplcs are summanzed in the followrng
chapters : . S
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Phase Il Findings:

Practical Computer Applications for Business
New Market Development and Exporting
Customer Service

Human Resource Needs and Work Opportunities
for Qualified Young Professionals

Support for a Work Experience Program
for Qualified Young Professionals

Implications for Work Experience Programs



AR NeedsAssessmentomeaIIandMedrum Enterprises»'_";.‘f"- T

L ;-About three quarters (77%) of the companles had between 20 and 250 employees The remalnlng .'-' C RCAT O

7 23% had between 251-and 500 employees: -About ene-third (3 6%).0f thie medium-sized companres LT esnd

T were ‘manufacturers. Approxtmately 20% of the-meditm-sized: companies. were in the - R
transportatlon and communlcatlons services; and f|nance real estate and i tnsurance sectors

. f:f;iThe respondent proflle confmned the semonty of the respondents in. therr respectlve companres T
-+ -70% were owners and senior executtves e 39% were. Owners Presldents or CEOs and 31% _'; e
R "f,t;iwere GMs orChief. Executlve Ofttcers DL e

. ~About two-thrrds (63%) of. the companres had htred new: staft |n the Iast 24 months 43% had o |
% f,;",hrred young people under 30 years old R AT R t .

: 7")‘:“‘.42 Computer Capablhtles of the Flrm L R

.;Overall respondents rated the computer capabllrtles of therr companres as moderate to hlgh

- ‘Approximately. onie-third (33%) rated their overall capabtllttes as high'(6-or 7.on: the 7-pornt CoT
SRS «scale), 54% rated their capabilities as moderate (4 or 5 on: the scale) and Just 13% rated therr B

' ‘i'*.':,:-"capabrlltles as Iow (3 or Iess on the scale) G el e e : '

A Ftegardrng the computer capabtllttes for specn‘rc company functrons respondents rated therr
SRR ’companles capabrlrtles as. hrghest in the production of goods and services (40% rated this as’ wT
.+ 20 high) and in management and administration (35% rated this as high). Computer capabtllttes for REEARSESS
LU markettng and communtcattons ( 5% rated as hlgh) and sales and customer servtce (30% rated

PR

Companres that had htred young people for protesstonal or technrcal posttlons in the Iast 24
' ‘;.j’months gave. hlgher ratrngs ot their flrrns computer capabrllttes Medrum slzed frrms were only

’ ".7.-.7'}5 overall and to serve: specn‘rc functlons

Overvrew of Flrms in the Computer Applrcatlons Survey Sample

o 'The sample for the computer needs survey was composed of 165:SMEs.. Approxmately half ot

7+ " the' companies in the sample were manufacturers (48%).: The:other half of the companies were.. - .

©+. .. in'four other sectors: constructlon( %), transportatron and communrcatrons (13%) sennces Y
,"(11%) and f|nance real estate and i lnsurance (20%) ' SO R A

L AllianceERl -




. financial management and administration. - A number also. rndrcated that computers are. used
o ',-_'.eﬁectlvely for desrgn engrneertng and productron N PRI : :

}Née‘d"s;AS_I'ses‘sm_ent'cf'_Smatl_ and Medrum 'Ente'rprise;s'f:"i" G

" Table 1 Computr Capabilis cftheFim *

L ;,,C)-yer,a'lt.,Capahi]ity )

B Pf'ro.du'ction of goods'i
.and'se'rvices .

& Hrgh Capabrlrty R
-Moderate Capabrlrty
o I:I Low Capab|||ty

Managementand -
admlnrstrauon

. Sales and dUstgrrter:
_ service

' {:' v;,',Market'lng and
.~ communications

L 20% A% 60%. 80% '_; T
S Percentage of Responses B R

7

'-"Fo||owrng are some other trndrngs concernrng respondents oprnrons about the computer capabrhtres
. 'ot their trrms : :

0 Most respondents (66%) were satrsfred wrth the computer capabrlrtres of therr company ‘
- 27% were. moderately satisfied and- 39% were very satrstred jUSt 4% were extremer
satisfied (7 on the 7-pornt scale) SRR RERERR .

e A majorrty of respondents (78%) a|so agreed that therr company gets a good return on
-+ their investments in.computer | hardware and software: 14%- strongly agreed. ‘On the
-~ other hand, almost one- quarter of respondents (22%) did not, thrnk that therr company

.. getsa qood retumn: ‘on their computer |nvestments :

fﬁ " :o'_'_fv,Srmrlarly, 69% ot respondents agreed that therr statt makes the best possrble use of
exrstrng computer equrpment and sottware 22% d|sagreed : :

| - . "'Half of the respondents ( 0%) thought their companres are ahead ot the competrtron rn .
ST making the’ computer system changes needed to be competitive; 26% thought they are
R ]USt keeprng up and 24% thought they are tallrng behrnd the competrtron )

o Respondents were asked to provide quahtatrve comments on the areas in which therr companres
* make the most effective usé of. comiputers; and on areas where. rmprovements would be useful.: :
‘Most indicated that their:¢ companies make the most effective use of computers in accountmg,




NeedsAssessment of Stall am'IMedrum Enterpnses R

,}A number of compames mdrcated that rmprovements to cOmputer use would be useful |n varrous i
o+ . aspects of administration and management: - A variety of specific hardware and-software -
©° - improvéments were also mentioned as being: desirable. Improvements related to productlon/work S e
EAR ‘-management sales’ and marketrng and communlcatlons and reportlng were mentloned by a small P
S number of compames L _ o AT A

Company Use of Internet and On Lme Servu:es

- A majorrty of the compames (60% ) have access. to the Internet rncludlng 56% of smaller
B E-:'companles and 71% of meditim-sized:compariies.- Compames in the- manufacturing (59%) RO
SRR transportatton -and.communications (65%) and financial, insurance-and real estate (72%) sectors A

- are more fikely to have access, to the Internet than companles rn the construcuon (45%) and S
o .;~..jserv|ce (41%) sectors g ‘ R A Pt RN S

' "fi “'”'-"'Table 4 2 below shows the purposes for whrch companres reported usrng the lnternet,'__'i",__-.fff.f-:" ;

“' Table 4 2 Purposes for Whlch Compames Use the Internet

%ofcompames ST
lnformatlon on suppllers o : L 49%
“"‘:"‘5‘:_Buslness/strateglc lnformatlon 34% R T
azme
;{22% ;,:i_{: il
“ :f-'_'gTechnrcaVaftersalessupport o i .’E.lﬁtt ....... 10%'_;:;;.‘5:; R A

";A-A‘-T'E-mall

’ "’iAdverttsrng promotron and marketrng

L -lnformatron on competrtors |

T lntemal oommunlcatlon .
| ‘EIectronlc oommerce/EDl

W Market research and customer ldentn‘rcatlon

L Sales suppot .

SRS The patterns of use for small and medlum-srzed compames are srmr!ar Manutacturers are .
« -+ - 'somewhat more likely to use the Intémet for-information on- competltors (30%) and busrness and L
. ‘strategic: information (40%) Compames in the transportation and communications sector are o
- more I:kely than other companres to use the lnternet for advertrsrng, promotlon and marketrng .
%_.?(46%) A DT e e AT e e

s ::},Fewer compames (21‘7 ) subscrrbe to commercral orvine busrness services. Almost all of these AR
S 'companles (91%) indicated that they also use the Internet for:business activities.."On-line - .
t',busmess servrce subscrrbers use these servrces tor the actrvrtles shown in- Table 4 3 overleaf

o AlliancefEPI s e
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5 '--"-..ItIéeds-Ass:e'ssnrent'.nf SmallandMedrum Enterprrses SRR

Table 43 Purposes for Whrch Compames Use Commercral On—hne Servrces A

s Use for On |me Busmess Servrces . % of compames

e Information on supplrers imsi i "';_"f' _ i A7% : |
"»'b',,vﬁ'(zeneral busmess/strategtc mformatlon ........ i 4%

o vf{"",technrcal rntormatlon s '. iienin 38%. DA L
L ONerSeS i i, 8%,
f|nformat|on on competrtors o - 13% B

o »V‘Market research

RS

- V‘Almast three-quarters of the companres (72‘7 ) are rnterested m usrng the Internet far therr
- business. Interestis strong across all sectors and for both smaII and medium:sized companres
'Companres with higher computer capabrlrtres and who ‘are more satlshed with therr computer
: capabrlrtres are more Irkely to be rnterested in usrng the Intémet i in. the|r buslness "

. AOnIy about one rn hve companres (18%) wrth access to'the. Internet drd not express rnterest in. " RS

" .- using'the, Internet for business. ‘However, over half (56%) of the companies that-do not currently S
-7+ “have dccess-o the Intemet expressed an rnterest |n uslng the Internet torbusrness |ncIud|ng 20% R
. who have a vety strong mterest ‘ T S

‘ Interest in usrngorexplorrng the Internetoran-lrne busrness servrces was strangest farthe .
.-;faIIaw:ng strategic business pIannrngactrvrtres technical information (76% interested including .- . = -7~ :
32% véry mterested) and generaI busrness/strategrc rnfarmatran( 7% rnterested rncludrng 25% SN

. very mterested) : c , NI Lo SR

- :'-Interest was also. relatrvely hrgh for research into. sources of assrstance research |nto new T
. busrness opportunrtres and research rnto new technologres These results are presented in Table SRR SN

e qualrtatrve comments compantes |nd|cated that Intemet access woutd be most usetul

s “for. communications purposes.(€.g., access to/communrcatron with customers, .internal : R

... ~communications, e-malil, ete.), for marketrng and sales and tor research rnto markets Celn
‘_-...",'.supplrers and technrcal rnformatron . L ‘ ; I R

9 44 Computer Needs for Management and Admmlstratlon
' .+ The survey asked: respondents about the potentral usetulness of 15 dlfferent types of R A
- “improvements to their firms’ computer capabilities in the area‘of. mianagement and admlnrstratron GO
.Overall respondents wefe very positive about the extent to which these. various rmprovements Lo
~"in computer capabilities would be useful for improving their firms’ management and. SR

..~ administration. “Ini fact, for14 of the.15. improvements reviewed, a Iarge majorrty of respondents
sard that the rmprovements weuld be at. Ieast moderately usetul , ,




- 'Needs AsseSSment of ~§mall an_d Mediunr ‘Ente_rpri's_‘es '

‘strategic information

;. Sources of assistance

. . Tabled.d: Interest ansrng the Internet for Strategic Business Planning -

A . Overall lnter_e_'st B

. Technical information

- Gerieral business/ -

i Very Interested .
) Moderately Interested

33% — EI Not Interested S

o T

: New business
.. opportunities .

T A

~ “New technologies to’ — 3%

- license or adopt . °

,| .

LT °°/° 0% - 60% ;,'80%.' Cot00%. G

Percentage of Ftesponses

| ‘The 15 types of rmprovements revrewed were in three broad areas 1) strategrc busrness ‘
- planning; 2) financial management; and, 3) other management flinctions such as scheduling and

project management, inventory control and human resource managément. (For detalils, see the -

- ‘questionnaire - Question 11 -in Appendrx A). Among these three broad management functions; S
* respondents indicated that, overall, improvements to their capabilities for financial management -~
.. and.“other” management functions would be the most useful. Using summary measures. =
- composed of related 7- pornt scales, the average ratrngs (out of 7) for the usefulness of the three o
: ,types of |mprovements are as foIIows N : :

r

. Frnancral management; average score 484 (47% sard these rmprovements wouId be o
very useful another 38% said they would be moderately useful) S

e "Other management functionis. (eg prorect management human resources) average

. score = 4.78 (42% said these rmprovements would be very useful another 42% sard theyv-f' R
would be’ moderately useful) ' . _ L

e Strategrc business. planning: average score 4 14( 4% said these rmprovements would : N

. be very usefuI another 41% said they would be moderately usetul)

| AIllance/EPI y S S e Cor 4_5
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_ Respondents wrth medrum-srzed companres were more Irkely than therr counterparts with smaller
" companies to indicate that improvements to their computer capabllrtles for financial management

would be useful: 60% of the medium-sized firms said these improvements would bevery useful

- compared to 42% of smaller firns. Similarly, medium-sized companies were moré likely than

smaller firms to think that |mprovements to “other” management functioris such as project

B ~ management and human resources would be useful: 50% compared to 40% of smaller firms.

Among those companles that iere most supportrve of youth hmng rnrtlatrves over half (52%)

- indicated that improvements in-computer capabilities for strategic business planning would be - .‘
- . -very useful. Companies that have hired greater numbers of young workers for technical and N
* - professionial positions were also more likely to think that improved computer capabilities for - o
- - financial management would be useful to their fims. - About 60% of firms that have hired 10°or - .
.. “more young people said improvements for financial management wold be useful, comparedto
. 33% of f|rms h|r|ng fewer than 10 young people and none of the firms that hired no young peopIe '

| The rated usefulness of all three types.of rmprovements to computer capabrlrtres is highly -

correlated with the availability of work opportunities for young people in respondents’ firms. For ,

. example, 63% of respondents who said that compuiter improvements for strategic:business -
~planning would be useful also said.there are work opportunities for young.people; only 43% who -
: ‘sard such rmprovements would not be usetul said there are work opportunltles .

T here'Is also a strong relatlonshrp between interest in usrng the lnternet for busrness and the o

- rated usefulness of improvements,to computer capabilities for management and administration.

.~ For example, 94% of respondents who said that computer improvements for strategic busmess B e
- . planning would be useful also were interested in using the Internet for business compared to 60% .

of. respondents who said that such |mprovements would not be usetul

x In qualltatlve comments, respondents indicated that the main advantages of mvestments in’
computer technologies for management and administration lay-in faster access to mformatlon

- better-quality information for decision- makrng greater.cost-effectiveness and improved eftrcrency B B

and productivity. Competitive factors were also cited as drlvrng forces behlnd mvestments rn
3 ';computertechnologles - :

A 4 41 Strategrc Business Planmng

* " Research'into new markets and competitive mtellrgence were rated as the most useful types of

‘ rmprovements in computer capabilities for strategic business planning. Research in support of. -
- strategic business objectives was considered to be moderately useful while identification of new
- sources of investment. and fundlng was Iess rmportant These results are presented in Table
- 4.5a opposne _

: ;44 2 Frnancral Management

" Cost management was rated as one of the most useful types of rmprovements overall andas e

- the most useful type of rmprovement for financial management. Accounting/bookkeeping and. -
. payroll were also-rated very highly.” For each of the five types of financial management
- functions reviewed, a large majority of respondents thought that lmprovements to computer

. capabrlrtres would be at least moderately useful These results are presented in Table 4, 5b
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Table 4 5a Usefulness of lmprovements to Computer‘ '
: Capabllmes for Strateglc Buslness Plannlng
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Capabllmes for Financial Management ‘
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- marketmg/sales databases (scale mean = 4.5), and internal company-communications such as

~ Needs Assessment-af Small and Medium Enterprr'ses

4, 43 Other Management Functrans

_ Productrvrty analysis and schedulmg/plannmg and pro;ect management were rated as the most
useful improvements to computer capabilties for other management functions. Even for the least
- highly rated function, human resource management, over one-quarter of respondents (27%) . -
" indicated that improvements in-their computer capabllltles for thls functlon would be very useful
: These results are presented in Table 4, 5c ' ‘

‘Table 4 5c: Usefulness of lmprovements to Computer
Capabllmes for Other Management Functlons

e ProdUctivity'énaIthis

. Scheduiing/p!anning,»
project management

Extremély Useful -

"EDIwith suppliers and

" clients i I Mo'dera,t_ely U'sef_ul
T S S S ST R | Not At All Useful -
Inventory management o ' — ' ' '

* and control 26%

Personneluman.

- fesource management "k

o mwae awm e o
- Percentage'oijesponse's - o '

N

Computer Needs for Marketlng and Commumcatlons

' Respondents opinions about the value of |mprovements fo computer capabllltles for marketmg
- “and communications were similar to their views about improvements for management and . .
~ administration. Most respondents (78%) indicated that, overall, improvements to their firns’ .
" computer capabilities for marketing and communrcations would be useful: 43% thought, such
improvements would be moderately useful and 35% thought such improvements would be very

: usetul The average score ot a summary scale (based on the six ltems presented in TabIe 4, 6)
-45.. : :

- Improvmg databases of exrstmg customers was rated as the most useful rmprovem ent to ,
- computer capabilities: 81% rated this as at least moderately useful, including 41% who rated
it as very useful.. Production of marketing and promotional materials (scale mean = 4.6), -

e-mail and networks were also hlghly rated tor their usetulness These results are presented ..
Table 4 6 foIIowmg _ - .




. -'-5 Table 4, 6 Usefulness of lmprovements to Computer _
Capabllrtles for Marketlng and Communlcatlons

. :l»Databases of exnstlng H
. customers '

- 3;; Ma'rk’eting/_sal_es.__
L ;databasesﬂ-

: and promo matenals 3 Extremely Useful

Moderately Useful ;
El_Not AtAI Useful |+ .

lntemal company‘
: commumcattons

L .lnternet access ;

Software for sales N -
support ‘

L% 20 40% 60\%"1 80% T

Percentage of Flesponses SRTR

The oplnlons about the value of 1mprovements to computer capab|l|t|es for marketlng and o
communlcatlons were-consistent forfirms in different sectors and for both-small and med|um~ o *-
«.'SIzed firms. Respondents views about these’ lmprovements were also conslstent no matter what
~‘the|r leveI of satlsfactlon wrth current computer capabllltles S “ :

‘ ngher ratlngs of the usefulness of lmprovements to computer capabllrtles for marketlng and
" | communications were verystrongly related to interest in using the Internet for business - ==~ -
development (r- 5) Interest in uslng the lnternet was also related although not as strongly,

S jplannlng (rf 35) and for other managementfunctlons I|ke prOJect management orhuman
_f_'*:.resources( ) but not for tlnanC|al management : -

~ooIn qualltatlve comments respondents |nd|cated that the maln advantage of |nvestments in.”

. fcomputer technologies for- marketing and. communications was, again, faster access to" better
2" information.. A:number of respondents- also |nd|cated that better customer serwce and access to
i .:‘f_':new customers were |mportant motlvatlng factors ‘

] Alliance/Epl .
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46 Barrlers to Computer Use DA . S
S Two-thlrds of respondents (66%) reparted that thelr companles have problems that present
- barriers to making improvements in their camputer capabilities. For most of the compames (49%), -

- these problems were:rated as moderate barriers; for 18% the-problems. were rated-as serious.”  -*
" Smaller firms rated the barriers-as more serious than medium-sized firms.. . Firms in the '

‘constriction. sector also rated them as more serlous whrle they were Iess senous for

o manufacturers

,A 'Respondents who were Iess satlsfled w1th thelr companles computer capabllmes atso reported
 greater barriers to improving them. On the positive side, companies with greater barrlers to".
* improving computer capabrlrtres were mare Ilkely to rndrcate that they have camputer-related

- ;'-;work opportunrtres

' For specific’ barners to lmprovmg computer capabllmes the most senous were concerns about

o the value of frequent upgrades'to hardware and ‘software (scale mean'= 4:5) and the cost.of

(pgrading hardware and software (scale mean-= 4.4). The learning. curves.and costs of staff
# training (scale mean = 4.3) and the lack of’ personnel with sufficient computer skills-(scale mean’

-5 4:2) weré also con5|dered to be significant barriers. Other problems including managéement and -

-\ stalf resistance to change, Were not.considered to be as serious.These results are presented in ..
©. Table-4.7. Qualitative comments on barriers to improving computer capabllmes also focused

L };marnly on costs and Ieammg curves/requwements tor tralnlng

Table 4. 7 Barrlers to lmprovmg Compames Use of Computers

Concems aboutva!ue L
o ,of‘_frequ_ent upgrades

" Lack of personnel.
with computer skills-

g Cost o,;faupg'rades' :

" Leaming curves/costs

_of'training Ll

i Serious Problem -
7] ModerateProblem|

" | NotaProblem o[ -

Unce rtalnty about most
appropnate technology

o vStaff reS|stance to b
' -‘-chang'e' o

e Management b
3 resrstance to change

3 ,‘75'6%":' ",ff':,' o

% 0% '7,"‘“"‘40%”“ ek 80% v""'joo%ﬁ SO
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5 0 New Market Development and Exportlng

51 Overvrew of Flrms m the Marketmg Survey Sample

B 1. 1 Frrm Sector and Srze T
There were 235, SMEs in the sample for the new market development and exportlng survey
" Two-thirds of the ‘companies in-the sample were manufactirers (66%). The-other one-third:

125;;' -of the' companles represented three sectors: transportatlon and communlcatlons( 3%) Y R
; ,‘,'Constructlon (11%); and servuces (10%) RS LT AL

PRI About 80% of the sample was composed of smaller companles wrth between 20 and 250
‘, ~employees. . The remaining 20% were medium-sized companies with between 250 and 500
. employees Alost-all-of these medium-sized companies were manufacturers.- For the. smaller S
..+ firms,'the average number of employees working at the. location of the respondent was 56; the ".
.., . overall average forall locations'in.Caniada was 76. “For the medium-sized companies the average
7 2number of employees worklng at the locatlon of the respondent was 347 the overall average for
RS ':all locatlons in Canada was 413 s LI AT O

5 12 Busmess Growth Prospects SRk e T e U
S zMost of the compames in the sample were on the up srde of the growth curve, in tenns of both
S expected export and domestic sales. Almost three- quarters (72%) expected their total sales to
v increase in the next year, including 29% which expected sales to-increase substantlally (6-and7:
" 7.7 dn'the 7-point scalg). Over half (63%)-expected their domestic.salés:to increase, lncludlng 20%
- "which expected these sales to'increase substantially.’ Respondents were:gven more-optimistic- -
- .-about their exportlng prospects “Two-thirds (65%). of the- companles which either export already
.7 orare-interested in ‘exporting expected their export sales to: lncrease A '(hll‘d of these compames
o _(33%) expected the|r export sales to lncrease substantlally o o

| Table 5 t Sales Prospects m the Next 12 Months

T Total sales

Exportmarketsales | B Stay the Same
I I;__I Decrease |

.~ Domestic market sales:

0% 20% A% 'o% 80% 100%

e .A'_Percentage of Responses ‘
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‘*52 EXPort Market Development

‘ 52, 1 ‘Export Actrwty Profile. SR : L
A major/ty of the companies (61 %) already earn export revenues a proportlon whrch s much

-+ .~ higher than is fouind in the SME population as a whole. on average, companies that already .. el
L export eam 39% of their current revenues from exports (the"percentages are the same for small Sl
"+ .. and medium companies), -Almost.one-quarter.(23%) eamed over:50%of their revenues lastyear .~ . ..
., from export sales.: Over one-thrrd( 7%) earned over 25% of thelr revenues Iast year trom :;,'-'7:',-,7- S eE
"+ .exportsales. - - = . - L v

c '_"'V,-"_',:Companres that currently export have been exportmg tor an average ot 14 years Smaller
L ';companres (20 - 250.employees) have been exporting an average of 13 years; medrum slzed
L »_"compames (251 -500 employees) have- been exportrng tor an average of 17 years ' a

A ma]orlty of exporters (58‘7 ) are satlsfled wrth the success of thelr company (3} past and
. ‘current export activities,18% are dissatisfied and 24% are nerther satisfied nor drssatrshed
.-+ Medium- sized cornpanies are.more likely than smaller companies to be satisfied with. therr past
- ,"and current export actrvrtres 68% are satrstred compared to 55% ot smaller compames

o The Unrted States is: by far the leading export market for companles partlclpatlng in the survey : :

~"Qver 90%-of the exporters export to the U.S. Southeast Asia’and the Pacific Rim (36%) and

. Westem Europe (30%) are. the-next most important markets overall.: Similar proportions of smaII 3

e and medium-sized companiés currently export to these three Ieadmg markets Medrum srzed

Co companres are much more lrkely to export to: Mexrco (36%)

‘ The current export markets of companres partrcrpatrng rn the survey are shown in Table 5 2 o

(‘_-

o Tables2 Current Export Markets o
o Export Market T % ot Exporters

S U S _ RS R .' 93% L .
| j»];fQjNSErAaanecmchm ’;{yf;}f;”.7}25”°'ff]lsa% BRI
R ‘.Westem Europe .. 30% , | »
" Mexico... S i i -"_'91%.'_;-'5 S

"'-;-":;_'C.entral and South Amerrca i BT 91% SR

g ,‘{"South Asla }'_"". ‘-‘""-’ i i 14% .

0 Eastand Central Europe oo 18%
O e 8%
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SO ‘_,_f5 22 Interest in Export Market Development
O l._'f-"_DveraII Interest in Export Marketrng JRE SR R
L ff'.;lnterestamong companres is veryhrgh for exportmarket development forspecrfrc export LR
" .. markets:and.for information to take advantage of export markets. ‘Three- -quarters of the SRRV
Ll compames (76%) are atleast moderately interested.in exporting or deveIopmg Rew. export

*" maikets over the next 24:months, -Over half (52%) are very interested (a-rating of 6 or.7 on the:*
L _7 pornt scale) Almost one-quarter of the compames (22%) are not at all mterested rn exportrng '_"-. Tl

AR Manufacturers expressed the strongest rnterest in export market developmentof the four "

.., - sectors represented in the survey: 88% of manufacturers: expressed at least a moderate” |nterest‘~"":..»:-¢
" in exporting-compared to 55% for companles in the service’ sector 50% tor transportatlon and '

‘ communlcatron compames and 35%.i in the construchon sector I SRR

s ._i;-lnterest in export market developmentand exportrng is related both to the avarlabrlrty of ]ob R r
.- opportunities for young peoplein therrcompanres and their lnterestrnawork experrence program IRIEACEIRREAR PP
... targeted to young professionals. For example, about 80%of companies which are-interestedin’ . .. .
U export marketing are also’ interested'in a work -experience. program for. young protessmnals tor - :
. companies not lnterested in: exportlng, about 60% are lnterested na work expenence program
foryoung professronals ST e e S

o -;lnterest in. Specrfrc Export Morkets SR e T T T S
" ‘The export markets of greatest interast to most companres are generally the ones at the top of ST
... '+ " "the list of markets to.which companies currently export:ig; the U.S,, Westem Europeand -~ . "t LD
- :Southeast Asia and the Pacific Rim.- Mexmo lS a: market for Wthh the Ievellof lnterest |s hlgh Co T
j_.relatrve to: current export actrvrty T . o N

T ;jThe overaII leveI of lnterest in exportlng is most hlghly correlated wrth lnterest in the U S and
f“_-*Westem Europe ‘markets: These relationships emphasrze the strenigth of the interest'in these "« . -+

o markets: Correlations between overall interést in ‘exporting and interest in other SpelelC markets L
L *are moderately strong Levels of: mterest rn the drfferent export markets are presented in. Table 5 3 S

SN Among companles in. the drtterent economlc sectors manufacturers are the st rnterested rn o
- the U:S: market: 92% are interested, including 78% who are'very-interésted. -Manufacturers are R

TN also the most interested inthe’ Westem European market 83% mdlcated they are mterested

"g";;_lncludtng 47% who are very rnterested KRR : e G

'.Serwce compames expressed the greatest lnterest in: Mexlco (80% mterested 40% very S
i Uinterested); Southeast Asia/Pacific. Rim (87% interested; 75% very- rnterested) and South Asra
7 (87% interested;:50% Very intergsted). : Service.companies also expressed a strong |nterest in. R

- the U.S. market (99% rnterested 63%. very. mterested) ' ST e

.' ;-,{‘-fj'Medrum-srzed compames were even more mtensely mterested in; the U S market than smaller Ca
- ;. ..companies: 100% were interested and 90% were very 1nterested (compared to 89% mterested PRI AR
S oand 68% very mterested for smaller companles) g SRR

. f"."jNot surpnsrngly, compames that earn a greater proportron of thelr revenues from exportlng were A
o ._:'more llkely to be mterested in- each of the specmc export markets ' - Cen

L Allrance/EPl S




e _Needs 'Asses‘smenf of Smalland Medlum 'E(‘l_t‘e‘rﬁ'ri‘s;es{ i

' Table53: Interestin Export Markets -

T ;’_.‘-O‘verall{l-nterest

usA

" Mesico

.+ Westeir Europe 'F

co 0w B Highdnterest
% l B Moderate Interest
- L E] No/thtIeInterest

T Satheast
~# AsialPacific Rim

" Gentral and South
"+ . America - -

© " Eastem Europe

“.‘:,Midi“e-Eééft' ERN O J ST R

SOUthASi"’l 42% J . S

Lo 20% 40%___ 60% R R R

Percentage of Responses i

§ f 5 23 Need For lnformatmn ta Take Advantage af Expart Market
3 Oppartunmes B p

o Respondents were asked about therr needs tor drtterent types of rnformatron to take advantage S

- of export market opportunities. . There was a high degree of consrstency in the. responses to.the . -

.+ 'six questions dealing with the need for export-related information, so companies cari be - SIS
... differentiated according to their-overall need for information..'Based on a summary rndex of the .~

' "f-dlfferent types of information, over half of. the respondents (57%) indicated that their companies,

.have a high need for export market rnformatlon 31%. have a moderate need and ]USt 11% have - B ,4

o a low need for these types of rnformatlon

7S : e . Alllance/EPl
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S T he hrghest prrorrty for export-related rnformatron is for sales opportunrtres in specrfrc markets
. .+(91%:identified at least a moderate need, 59% identified a hlgh rieed). A majority of respondents
. .. " also identified a high need for all other types of information except for export finance aptrans
S ‘..‘“Company ratings- of thair.need for specmc types of. tnformatlon to- take advantage of export
o v'.-:market opportunltles are presented in- Table 5 4 followmg R S 7

- _-T_abes;tsgn‘efga;fa 'ﬂferhifatibnji'fotfE@bﬂfff’irkéti’rigi T

_ Sa|980pportun|ttes tn:
specmc matkets '

“ " Different ways,té ente‘r_"'. j
markets T

Problems you mtght:_
encounter E

= ngh Need S
B Moderate Need
. No/LtttIe Need S

Charactensttcs of the
markets '

Overall knowledgeof
i markets ofinterest

7 Exportnaniing option PR

el e o e

: 'Percentage of Responses :

';Representatlves of compames who expressed hlgher Ievels of |nterest in SpeletC expott markets
“--were also. more-likely to express a higher-need for information,’ partlcularly information.about
o7 sales oppottuntttes and for better overaII knowledge of the tnternatlonal markets that |nterest

EEEE thieir compantes : o : N : ,

ol | Respondents who expressed a hrgher need for mformatron about export market apportunrtres
L owere also more likely to have job apportunrtres for young peaple in therr companres and ta have an
: rnterest m a wark experrence program for young professranals RO L A S

o Alllance/EPI o b BB T R
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'Respondents lnterested in export markets rated therr compames overall readmess to take

- advantage of export opportunities as very high: 90% indicated that their companies are at least " % o T
. somewhat ready (4 or higher on the 7-point scale), rncludrng a majority (51%) who ‘said they. are
: .'ucompletely ready (6 or 7 on the 7- -point scale). Evén among: companres which do not currently: . .
o export (but which are interested), a majority. (58%) rate their'‘companies‘as at least somewhat"
" - . ready;-over one-quarter (27%) of the non-exporters said they-are completely ready.. Among '
- ~those companies. which. currently gam at least 25% of their revenues from exports; virtually

“ ~100% rated their companies -as at Ieast somewhat ready, about two-thlrds ( 6%) rated therr '

| compames as completely ready

‘Respondents reported that their companles were. best prepared tor exportlng in the tollowrng L
- -areas: general research and planning.(76%.said they are at:léast' somewhat export-ready, .~

" including 25% who said they are completely: ready), determlnlng changes needed to. products or:

" production processes (74%: ready, with 33%.completely ready) and implementation and -
' -:monrtonng (71% ready, with-32% completely ready). Areas in which respondents rated therr

. -:_ companies as least export-ready were: market research (65% at least somewhat ready; wrth 5 f,‘.' T
- - 18% completely: ready) and detailed plannmg (67% ready, ‘with 24% completely ready) These L

- N results are presented in Table 5; 5

b ot

e Qveral_[-,Readiness’ .

N Detenmnlng changes o
n products and processes

lmplementatron and

T

N monrtonng

General research and

——l i Completely Ready S
B Somewhat Ready
e [:] Not Ready

BT plannrng

.  Detalled planning

o Market res_earch :

L 35%

C 0% ZOA ;:‘f: 4% 60% S 80% T S
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R is- rnterestrng that respondents ratrngs of therr compan|es status with respect to the specrtrc

- -+ steps needed for export readiness were not as‘high-as their ratings of their overall export . L
-.-readiness. When an overall “export readiness” scale is constructed using only:the responses to. - R
~ the five: questrons about export readiness in specific areas, we find that about one-third (30%) of'_ R

companies are not ready, one-third (33%) are somewhat ready, and only-just over one-third -

E . (37%) indicate that they are completely ready for éxporting. - Thus, there appearsto.be a gap. . - *-
: between SMES’ interest and enthusiasm for exporting (perceived “overall readrness) and therr e
o readrness for the specrtrc tasks that cumuIatrver constttute export readrness Co

Companres that. rated themselves as export-ready were- more lrkely to.be medrum srzed
"~ (56% compared to 32% of smaller firms); - satisfied with past and current export activity -

(54% compared to. 25% of firms not satisfied.with past exporting activities), and active -

. exporters with more than 25% of revenues. trom exports (47% r'ompared to 25% of frrms wtth
'_less than 25% ot revenues from exports) \ . S :

f:5 2 5 Barrrers to Successful Expartmg

L ‘Companres rated. the eight problems presentedin the questronnatre as moderately serious barrrers "
- to-successful exporting.” The average ratings on the seven-point scales ranged from a high of 4 5
- foralack of personnel to a'low of 3.3 for language and cultural barriers. Overall, based on a -
- *’summary index composed of the eight individual questions, 43% of respondents indicated that -~~~ - -
. their companies have few or no.barriers to exportrng, 45% have rnoderate oarners and just 12% R
,have more serious. barners to exportrng ‘ e o o

" The problem judged by most espondents to be the most serious barner to expartrng isa k. of . R
personnel time to research and follow-up export opportunities: 76% rated this as at lsast a °

moderate problem, including 28% who rated it as a serious problem.- Only one other barrier had

-+ an average score.of more than 4.0 on the 7-point scales: the difficulty of finding partners in the
" export market: (averagé rating of 4.1). - The results about the extent to which these different = - o
_-problems represent barriers to- exportrng are presented in Table 5. 6 Few respondents noted any R

_ other-barriers in their qualrtatrve comments. . ' '

| '~.-~Smaller companres were more lrkely to rndrcate that they face a broad range of barrrers to o
_Successtul exporting: _ : : : A o

* °39% of small companres compared to 51% of medrunr-srzed companres rndrcated that
overall they face no or. few barriers. to exportrng s 8 ; _
T e 14% of small companres reported that. they tace serlous barrrers thrs compares to only -
7% of. medrum sized companres ‘ : - S

For specrtrc barrrers smaIler companies were more lrkely to report that they have greater e -
. problems finding partners and obtarn.ng trnancrng They are also rore concerned about delays or. .
R drttrcultres in recervrng payment S o o '

' The ratrngs of drtferent barrrers to successful exportrnc generally were not related to company
-~ interest in different export markets, ‘with one exception. Delays or difficulties in receiving ... .. -
S 'payment was rated as a miore serious’ probrem by companres rnterested in the Mexrcan and L
S -Central and South Amerrcan n'arkets ’ :
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" Table 56: Barriers to Succeééfg]'Expo l‘ting'”_ ,

~ Notime for personnel to
research and follow-up

Difficult to find -

-partners in markets

" Delays in receiving

" -+ payment -

 Level of investment

M% -

- needed is excessive

. S D B Moderate Problem
—s— [Dtispusen
" Difficult to obtain - —

financing 4“’ . -

‘Language, cultural or ‘ A

- social'barriers - - o

. Level of risk s too high A%
0% zo% O 60 B% o f00%

Percentage of HeSponses _

_' “_'53" Domestu: Market Development
. b, 31 Interest in Expandmg Damestle Busmess

A majorlty of companles are interested in expandmg their domestic busmess, pamcularly by
increasing sales of existing products and services but also by selling new products or services.
For existing products and services, almost all' companies (94%) indicated-that they: are at least
- moderately interested in increasing their sales in their home province; 66% are very interested..
Almost as many companles were interested in increasing their sales of existing products and -
services elsewhere in Canada: 83% mdlcated that they are at Ieast moderately lnterested and

' 60% are very lnterested

" Alliarice/Epl
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o

For new. products and servrces 84% rndlcated at Ieast moderate rnterest and 53% are very
interested:in increasing sales in their home province. Almost as many wanit to increase their -

exrstrng products or servrces in their home provmce

- -sales in other pars of Canada: 74% reported that" they are. at least moderately |nterested and
"46% are very |nterested These results are presented in Table 5.7. ‘ . R

‘ There are some sectoral vanatlons in the levels of. lnterest ln drfferent methods of domestrc
" market expansron : -

e KS Constructron and serwce companres are more mterested in |ncreas|ng therr sales of

_0 Manufacturers are more rnterested in rncreaslng their sales of both extstlng and new

~. .~ products elsewhere in Canada. ‘ BN SR
. ‘Smaller companies expressed a hlgher level of lnterest than medrum srzed companles rn |ncreas1ng

'fsales of both new -and extstrng products and serwces in their home provrnce

' 'Companres wrth a strong interest in. export markets were less rnterested in |ncreas|ng thelr sales
- to parts of Canada outside their home provmce S ,

K Respondents expected to face very tough competrtron from other campanres sellrng srmrlar

lncreasrng sales in
home provrnoe

* Increasing salesin
"+~ Canada’

- :lncreasrng sales |n
home provrnce

‘ ; lncreaslng sales in
Canada

Table 5 7 lnterest rn Domestlc Market Expansron

Exrstrng Products and Servrces

" New Products and Services

1% |

20%. -

40% 60% .

- 80% . -

Percentage of Responses L

: prodiicts and services in their target markets. Over 90% expected to face at least some
- .competition and 65% expected to face a high level of competition.. Medlum srzed companres rated
: »the competltron as even tougher than smaller companres : o

™

Very ln_terested,' -
‘Moderately Interested

|1 Not Interested .

A00%.

o Allr‘arr‘ce/EPlv. L
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Flespondents expected the competrtlon to come from both domestlc and torelgn sources 39% said.
the main competition will be domestic, 19% said it will be lrom foreign-based companies and 42% -
said both. Manufacturers were the least likely (30%) to report that the competition will come
mainly from domestic sources. Only 19% of medium-sized companles reported that the

competrtlon wrll come ma|nly from domestlc sources

5.3. 2 Barrrers ta Expandmg Sales in Canada

Barriers to expandlng domestic salés were rated. as less problematrc than those tor export sales, "
and none of the five problems presented in the survey were rated as serious by most companles

Just as with export marketrng, a Iack of personnel time to research and follow-up marketrng
opportunities was rated as the most srgnrfrcant barrier: 58% rated it as at least a moderate

probIem and 23% considered it to be a serious problem Companles with a stronger inferestin © - .. - -
increasing.domestic sales of their products or setvices were even moré likely to consider a'lack of - -
personnel time to research and follow- up marketlng opportunitiés as a more serlous barrler

A lack of money to invest in marketing of new product development was rated as the second ,
most significant barrier: 50% rated it as at least a moderate problem and 20% considered:it to be
a serious problem. The other three problems were rated by a majonty of respondents as not :
significant barriers, These results are presented in Table 5.8. -

In qualitative comments on barrrers to domestic market development the most commonly
mentloned barners were competrtron and restrlcted market s|ze .

Table 5 8 Barrrers to Expandrng Sales in Canada B

Time for personnel to

research and follow-up 43%

Maney toinvest in new

products or marketing 50%

Inter-provincial trade
barners

0% _ 2 Moderate Problem| -

] [] Not.a Problem

Costs Dlstnbutron

transportanon and comm. . 56%

lnformatlon on market

opportunrtles - 87% -

0% .- .20% - 40% . . 60% - 80%  100%

Percentage of Responses '
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e B Uvel‘\"ew of Flrms in the Customer Servrce Survey Samplef.‘i'ff:"' ”
, : 61 1 Frrm Sectar and Srze T

There were 115 SMEs in the sample forthe customer servrce survey Half of the companres ln i
-, .. the'sample were manufacturers {48%). The other. half of the .companies represented four:

R :",l"f'-t.'sectors financial; insurance and real estate (18%) transporfatlon and communlcatlons (1 7%) el
~_",_»~;!*_construct|on (11%) and the sennce sector (6%) LT ETI EET a
~. . About three- quarters (76%) of the sample was composed of smaller companres wrth between 20
2=+ and 250. employees The.remaining 24% were medlum-slzed compantes ‘with-between’ 251 and 500 i
B employees Each of the five sectors was represented by both small:and medium-sized compames LT k
. For the smaller firms, the: average number of employees working at the location of the " cL T :
L feSpondent was 70; the overall average for.all locations in'Canada was 177. " For the. medlum---n v
v sized, companles the: average humber: of employees worklng at the Iocatlon of the respondent was ‘f v
- _:‘_t_-._:j-176 the overall average for all Iocatlons in Canada was 348 w : R ‘

‘ 52 Profrle of Gurrent Customer Servrce Practrces and Attrtudes
v 1'-._.:17,: b‘ 2 1 The Impartance af Custamer Serwce for Busmess Grawth and L

Campetrtrveness B

L Improvmg customier service was rated by senror SME representatrves as. the most rmportant of R ER
" several different factors contrrbutmg to business growth and: competrtrveness Respondehts were;»- SRR
":‘g:,asked to-rate the. importance of.a total of -eight factors that cotld-contribute to the growth-and® =~ "7
~ ... competitiveness:of theit: businesses. The factors were those that had been most hlghly rated by L
- --".,_j;reSpondents to the Phaselsun/ey : RESRE T U R

L _.Three-quarters of aII respondents (75%) rated |mproved customer sennce as very lmportant to e L
™" their company’s. growth and, increased competitiveness (6 or 7.on-the 7-point-scale); 45% rated- - = -+ <. 7
-~ this as extremely important (7. on the scale). -The average score on thé 7-point scale was 6. O—? EE I,
- the only.factor with-an. -average rattng ‘of 6:0 or higher. The high: rattngs of the: lmportance of o T
- -~ Improved customer service were consistent. among. representatives of different sectors. and small —
i Hand medium- sized companies: "Thesé ftndlngs support the high ratlng whlch had been g|ven to [N
R j_customer sennce by respondents to the Phase I questlonnalre .

'Other factors were- also rated as very |mportant for buslness growth and competrtlveness The BTN

. ““three most, hlghly rated were-better use. of computers for management -and- administration (6 4% B e

o crated this-as very-important; ‘average. scale rating = 58) better use of advanced technologles S

- for-production (64% rated this as very impdrtant; average scale rating.=:5. 5}, and’ new. domestlc IRRETIRR R
-_.‘.-_-market development (60% rated this. as very. |mportant average scale ratlng 55) : A

Co PR ';iThe ratlngs of the lmportance of the etght dtfferent factors contnbutrng to growth and
] .“g;"f{j}icompetrtrveness are presented in TabIerfolIowrng.v S L e U

M

v T
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= 'Better use of computers

' Advanced technologles

- "{ development andR & D

R Better use of computers

e health and safety

- -The overall ratrngs for rntematronal market development were somewhat lower than tor most ot' PR
- the other compatitivéness factors. Manufacturers, however, rated international: market L
~ " developmient as a critical factor; 90% rated it as important; rncludrng 60% who rated it as very .
‘important.” Srmrlarly, while improved occupattonal healthand safety-practices had a lower =~ = °
. overall ratlng, companres |n the manutacturrng and constructron sectors consrdered it to be more c
'-.‘t_;rmportant . E R . " '

7i_.-.ﬁ622 Custarner Servrce Practlces EERR: B AN
- Respondents rndrcated thatcustomerserwce has beenaveryhrgh prrorrtyfor therr campanres o
~ over the last two years: For their’ management over half of respondents (55%) indicated that -~~~ ©

.- . -customer service has been the hlghest possible prlorrty (7 on the 7- -point scale) 82% sard that rt PR
~* "hasbeena hlgh pnorrty (6.0 7 on the scale) The average scale ratrng Was 6.3, - o

. ;'Ra

,' - quarters of the respondents (71%) reported that customer.service has beeri a high priority tor
- staff, including-42% who'said their staff gave.customer service the highest possible-priority. == T
- The average scale ratrng was 6 0 Smaller companres (under 250 employees) were more posrtrve : -:;

o . Table61 ST
lmportance of Drlferent Factors for Busmess Growth and Competrtrveness

E lmproved custorner
- senvice:

for management

for produrtron

New domeslrc miafket
.. tdevelopment

,Very Important -

Innovat|ons product :

% | . Notlmportant

" New mtematronal
market development

for marketlng

lmproved occupat|onal

S 0% 20% '0%"”'!" 60% 80% C100%

Percentage of Flesponses L

tings of: the. D”OTlty placed by Staff on customer sérvice were slrghtly lower About three- : -

. Alliance/ePl it

%] Moderately lmportant ;:
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col ',"_'about the rmportance of customer servrce for therr staff The average ratlng on the serwce
S pnorrty scale for smaller companres was 6. 4 compared t0.5. 9 for medrum srzed companres

. Telephone conversatlons COmmunrcatron by fax-and miail and couner delrvery are the prrncrpal
0o methiods: used by respondents for: rmportant communications wrth their customers. The Y
SRR percentage of companles usrng varrous methods rs presented ln Table 6 2 followrng

ﬁRegular rn-person meetrngs are used for rmportant customer communrcatlons much more -
R frequently by companies which place a high. prrorrty on-customerservice: 53%:0f compames R
" which place a high priority on customer setvice: ‘indicated that they use. fegular in- person meettngs*,:
e compared to 38% of those whrch place only a moderate prrorrty on customer servrce SERRE

Table 6 2 Prmcrpal Methods Used for Important Customer Communrcatrons

Method : . %ofCompames

Telephoneoonversatrons 90%
BB ittt 80%
jMarl/courler 77% Y

et eriodic In- person Meetrngs 67%

‘ jijﬁtffguFleguler inperson MeethS . _‘ 50%
| - fi;i-€800/888telephonesennce SRR : 31% et
RS 'Computer (eg emarl) i : 23% 5 :_..-‘:":‘.-l AT
Other TR i 08% S

s -_'_'Medrum-srzed companles (33%) are more lrkely than smaller companres (19%) to use computers
o (exgsye-malil) for important customer communications. The medium-sized: companies are also
R more lrkely to use regular in- person meetrngs 56% compared to 47% for smalIer companres

S ~Three-quarters (75/) ofrespondents reported that therrcompanres have mtroduced new polrcres RS
“i"-<- .or programs in the last two years: specrfrcally to improve. customer: service: - Companies i the ~'
P ‘.,manufacturrng sector (80%) and financial, insurance and real estate sector (83%) aremore . - -+
. likely to have initiated such polrcres or programs. “Medium- srzed companres (85%)-are also more, .ol o
o ;.Ilkely than smaller companres (71%) to have rntroduced new servrce polrcles or programs e " PURRS

R Staff trarnrng, customer servrce analysrs and evaluatlon and management training’ are the types-‘ R T P
e sob activitiés which have’ been. employed most frequently by companies in the-last two years. ... i
- Medium-sized companres are:the most likely to have used. management trarnlng 70% compared to: " e o

v..:58% of smaller compames “The. frequency wrth wh|ch compantes have used drfferent types of e

L Allancefept
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Table 6 3: New Customer Servrce Actrvrtres Introduced in the Last Two Years
| ,'Actlvrty %of Companles
' ‘-:;;»;Stafftrarnlng 84% e
o _',Customer servrce analysrs/evaluatron b oo 82%

,f;.v_'jComprehensrve senice Program (e g TQM) R
_ ‘,_"Customerresearch/consultatlons ..... g
.v s " , Other _ =

o v7_"}63 Oplmons About Progress in Provrdrng Customer Servrce

s ,'_-'Respondents were asked their opinions; aboit several aspects of customer service, mcludmg the FRCARR
-+ - role of customer service in their businesses and how their businesses have fared with respect to co
. their competrtlon “Viewed collectrvely, the responses to these questlons affirm the- critical .

*importance of customer service fo businesses of all types and in all sectors of the- economy

.. - Virtually everyone.(94%) agreed that constant improvements to customer service are " A
’ ... necessary to stay competitive; almost half (47%) very strongly-agreed (7 on the. 7-point scale) e

e Conversely, very few (1 2%) agreed that thelr busmess and proflts are not sensmve to changes RS
. - In customer service. - P R S L T

s 'The results also conflrm that most companres belreve they have been domg a good if not

o spectacular/ob rnrmprovrng their service to customers inrecent years Whl|e most respondents e
_-agreed with the statements about service lmprovements ‘many did not agree strongly.” For = .

. example 81%: agreed that their comipanies have kept up. with the .compétition in. providing’ h|gh
" quality service (31% very. strongly agreed);"87% agreed that their employees understand the

¢ . importance of high quality service (26% very strongly agreed); and 81% agreed that they have PR
B made srgnlllcant lmprovements to-customer-service. in. recent years [{ 7% very strongly agreed) j" SR

" Responses to the questlon on the sublect of maklng future |mprovements to Custorner serV|ce _ff’ E

- reinforced the findings about respondents’ moderate levels-of satisfaction with their. current -
~.service oflerlng Almost all respondents (85%) agreed that they can-do a.lot more to |mprove

' their services to customers 23% very strongly agreed.’ Respondents who are- less satisfied W|th :
. their companys services were even more llkely to agree that they can do a lot more to |mprove IR
e ..'.therr servrces to customers o : o B G

o Oplnlons were divided about the dlﬁlculty Of maklng lmprovements to customer serwce Whlle a o

- _majority of respondents (55%) did not agree that "real. improvements {o customer service are
.. ‘hardto achleve ; OVEr one- thrrd (35%) agreed that thls is frue and 10% nelther agreed nor
‘-_.dlsagreed P R 2 L L
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e ~The responses to these questlons are presented in Table 6 4 below The respanses of these -

. .’.senior € executives and managers indicate that they view the attitudes of employees to be the key
. 'to high quality and successful customer service. ‘Satisfaction with.the customer service of thelr

1 _companies, both overall.and in. speclflc areas; is posmvely correlated with-their. ratrngs of the .-

. extent to which’ employees uriderstand the lmportance of customer service. Similarly; the hrgher

- the prronty which they think their:staff gives: ‘to_customer service, the- hlgher their-satisfaction .
“-o o © with the results. - Finally, respondents who are Jéss: satlsfred with the performance of their staff o
L provrdlng servrces are: much more hkely to thrnk they can do a Iot more to |mprove the|r servrces; {

. ,-’;-’:to customers : o : : - o s : ‘

: .-'-'64 Satlsfactlon W|th Semces Provrded to Customers SO A
s 'Almost afl respondents (92%) were satrsfred with the overall Ievel of. serwce delrvered by therr
.. companies, althaugh their degree of satisfaction was not partrcularly strong. Fewerthan half -
L 44%) were very satisfied.with their overall customer service (scores of 6 or 7 on the:7-point .
7 scale); almost half (48%) were only. moderately: satisfied. These Tevels: of averall satrsfactlon

2 with service: dehvery did not’ vary srgnlhcantly by sector or size of firm,” However, respondents
N .;who indicated that custorer service has been.a higher priority for their: compantes (for both staff
_and management) were more Ilkely to be sahsfled wrth therr overall servrce dehvery -

A'

S Table 6 4 Oprnrons About Customer Servrce

- Improvements to servrce are
" necessary to stay competltve

. Keptup with competltlon i e
: »;,-prowdmg hrgh qualrty servrce :

) Staff understand lmportance . rrnarrrrers MR
. : of hlgh quallty service 9% || Strongly Agree - | - 1 *
TR | Agree. Somewhat;

| Neither = .- |
al I:I Drsagree

Can do & fot more to .
- |mProve servrce i

Slgnrhcant rmprovements to-

senncehavebeenmade P

- Servrce rmprovements hard 5
' to achleve

Busmess and proflts are
not sensrtrve to change .

D e0%: 8

GO 0% 0%
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L 'The levels of sqtlstactlon wrth the way serwces are. dellvered the pertormance of- staff
- providing ‘services and the service outcomés achieved were very srmllar to the overall levels of
. asatlsfactron These results are presented in Table 6.5. - :

‘.

) 5 Respondents were also asked to provrde qualltatlve feedback on the reasons for thelr

R satisfaction or dlssatlsfactlon wrth their company's-service performance “Those who. were

", satisfied-noted that their views: Were based-on customer- comments, their perception that servrce

was & priority for: ‘their. management ‘and staff, and/or i increasing-sales. . Those:who" were -

'f -dissatisfied noted difficuties stich as:the need for bettér management- information; staff
. turnover, or-a desire to speed up-the pace ot change A number ot respondents |nd|cated that
;A“there is always room for. rmprovement” R R TP P .

Respondents ware. qurte posrtlve about the pertormance ot thelr employees workrng in specmc '
.7 furictional areas in-providing service to:their customers; although their responses certainly -
-"._indicate a lot of room for. improvement. -More positive. ratings of employee perlormance were

o very closely assoclated wrth hrgher Ievels of satlstactlon wrth the customer servrce provrded by
"*'.thecompany o TR L IR R o

Table 6 5 Satlsfactlon W|th the Servrce Prowded to Customers

©  The overalldével of
- senvice'delivered

ach|eved

| B Very Satisfied

| ‘| 2] Neither - i
- |:| Drssatlslled

- E‘The,pertormance‘df’

|3 Moderately ' Sat|sf|ed A

Lostfft R

The way serwces _are
dellvered /

oW a0 A% so%., L B0% e 100%-

Percentage of. Responses -_ CL

- 'The most posrtn/e employee ratlngs for semce dellvery were glven to employees workrng m Ly
"~ management and administration and sales and clistomer service: 60% rated performance in.
- these two areas as very good or excellent “Performance ratings were someivhat lower for
o employees inthe productlon of goods and services and in marketmg and commumcatrons
0% and 41% respectlvely rated perlormance in these two areas as very good or excellent

PRI T S
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:Consrderlng the performance of all employees at: provrdrng hrgh qualrty servrce 48% rated thrs as i
* ".very-good or excellent, 48%.rated:it as. acceptable or good; and-just 4% rated it-as'not .- . i
-~ acceptable, These results are presented in Table 6.6. These' results about employee : SRS
.+« ~performance ratings were; consrstent across the drfferent economrc sectors and for both smaII : ,_1_1_"-?_
DR {and medrum srzed frrms : - L o ST

65 Usefulness of Improvements to Customer Servrce

o "-There are many types of rmprovements whrch respondents belreved therr companres could make
. to provide better service 1o their-customers. |- These ‘resilis ‘are:consistent with those-for-" : -
~“respondent satrsfactron with the customer service of their companres for whrch satisfaction. -
" 1 levels, while positive, were not' very high.. OveraII based on a:summary index of the 10 drﬁerent
L .:types of rmprovements presented in Table 6.7; & majorrty of respondents (62%) rndrcated that
o - service rmprovements would be very usefil to-their companies. Most of the rest (35%)- sard that

RO 'servrce |mprovements would be moderately useful only 3% sard they wouId not be useful A

Table 6 6 Performance of Employees Provrdlng SBI’VICGS

' -'}Sales and customer' e
L service

Management and
admrnrstratron

N ”ré‘r?‘aqc*ﬁ’ o Very GoodExcallent | .~
© " -goods and setvices

. “Maiketingand.
% _communications

Percentage of Responses

AN There were four types of rmprovements whrch respondents rndrcated would be very useful to

- 'their companies: improved quality management (67% said very useful), closer consultations: wrth

i customers about their needs (66% said very-uséful), better information provrded to customers
e .,about the company 'S products and servrces (71 % sard very usetul) and faster servrce N

o Alliance/EPI ez
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o (61% satd very useful) Almost aIl of the other serwce |mprovements reVIewed also produced

: "‘and posmve results overaIl These results are presented in Table 8.7,

T ‘clear responses about their usefulriess.” Only one type of rmprovement——an improved capacity to
- -+ 'service customers in-foreign markets, Wthh is not:relevant to-all flm’lS——dld not produce strong

*'Qualttatlve comments relnforced these flndlngs better communtoatlons wnth/avallabrllty to
. Tcustomers, faster service and better-quality- management were the most frequently mentroned
. _desirable’ |mprovements Some reSpondents also noted that better tra|n|ng and rnvolvement of

e staff was needed in therr organlzatlons

Table 6 7 Usefulness of Improvements to Customer Serwce Capabllmes

o Informatlon to customers
about products/servrces
' Improved quality
.‘ , rnanagement

Closer consultattons '
) W|th customers

Faster servrce

o ) More opportunrtfes for
X customer feedback

. _Better mformatlon about
customers

" Better use of market
information. -

Better delegatlon to
 front-line staff

EaSIer customer access
to staff -

%

markets o

4 Percentage of Hesponses

Although an lmproved capacrty to servnce customers in forelgn markets was not rated as very

B ) Moderately Useful B :
‘ D NotUseful ‘

0% 20% i 0% 60% 80% L 100%

. useful overall, -manufacturers rated this rmprovement as more useful than did respondents in-

other economic’ sectors

- ‘Two types of mrprovements——faster sérvice and provrdlng better tnformatton fo customers aboutf S

" ~company products and servrces—are more rmportant to- smaller frrms than to medrum srzed

o flrms

7 AlfianceEPL .
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o personnel with nght skrlls

.66 Barrrers to Improvmg Servrce to Customers

o Most respondents |nd|catedthat various problems: whrch thelr companles mlght encounter in . o
' attemptlng to improv customer service present only moderately serious barriers. The costs of -~

making setvice improvements and the lack of resources for new service-related equipment or

- systems were noted as the most significant barriers. Over half (54%) of Tespondents rated the» C

- costs of making service improvements as at least. a moderate problem includinig 13% who- :

_.considered it a serious ‘problem. Srmllarly, a lack of resources for new equipment and systems -

. needed to improve customer service was rated as-at léast-a moderate problem by 51% of - -
' respondents, including 19% who.considered it to be a serious problem. . Resource constralnts were'
. also'the. barrler mentloned most frequently in qualltatlve responses s : :

" Alackof personnel rncludmg fmdmg personnel wrth the rrght sérvice skllls, is also a moderately o

serious barrier to'making customer service rmprovements 53% rated the difficulty finding -

- " customer service personnel with the right skills‘as at least'a moderate problem; 51% rated the
~ lack of personnel to provide the optlmum level of service as at least a moderate problem

S Other problems including employee attltudes employee trarmng, and management commltment e
- - present less srgnmcant barners to |mprovrng customer serV|ce These results are presented ..~
 Table68. " . . | S : o

. \ N

o | 'T'ableiG.B:i _Barriers_to lmpro\ring éompanies' 'Cust'omer»;seryice- .

Lack-of resources for -
new equlpment

%

Needfortralnmg ot
employees o

leflcult lmdmg

[ Setious Probiem

EE Moderate Problem -'
I:I Nota Problem

Lackof personnel for o -
optlmum servrce ‘ ':49%’: -
Cost of‘slg.nllrcant- . A .
service improvements - 46% : |
" Employee atitides- % |
| L'ecl('of manégement ‘.o., . S
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. Needs Assessment of ‘Small and I-Ill:e"d'ium\l.;'nt_‘erprr'"ses

1. 0 Human Resource Needs and Work Opportunrtres
for Qualrfred Young Professronals =

ln each ‘of the three surveys respondents were asked about the|r compames short-tenn needs

for. young people with:skills in the fields:dealt with in the- respectlve surveys: i.e., computer

7 apphcat|ons new market development and customer service: Short-term needs were definedas ..
- being in the next six months. - Section 7.1 presents these findings. Respondents were also asked
*.about the opportunities for highly qualified young professionals to find work in their companies
g :(Sectlon 7.2) and their views regarding the expected payoff to their companles from hmng young-.
‘ jpeople in. techmcal and professronal posmons (Sectlon 7. 3) C e s AR

AR

Short Term Human Resource and Skrll Needs of Employers

A ma]orrty of employers were posrtrve about the value whrch young professronals could brrng fo ..

-~ their companies in the short term. Most employers indicated that young professmnals wouldbe . -

S useful to work for their companies on specific tasks even within the next six months. Their™ =~

" opinions about the:valug of hiring young professionals are particularly. positive ‘when viewed i inthe .~

- - light of previous research which shows that most employers believe it takes at least six months o
- fornewhires to becomefully tunchomng in new pOSItIOnS : Y .

- ;ln general respondents reported that thelrcompanles have moderate short term needs for. better_ N
. skills in the targeted business activities.- While the skill needs of the average SME employerare =
‘moderate”, the results also: indicate that'a large number of employers have greater needs for -
. better skills.in these critical areas. These results are consistent with-the findings presented
. previously in this report whiich show that a substantial number of SME employers-are only -
moderately satisfied with their current levels. of skills i in-the areas- rewewed lndlcatlng that there
: _|s slgnn‘lcant room for |mprovement in many compantes - . S

. f Most srgnrfrcantly, companres ‘which rndrcated a greater. need for rmproved slalls in specrfrc areas - l .
. ‘were also much more lrkelyto report that there are ]ob opportunrtles for young people inthese =
- areas, " L s R S RN

e 3711 Computer Skills

LA ma]orrty of respondents believe that young people and the computer skrlls whrch they could o
. ‘bring could have a positive impact on their companies in the short term.: Overall, aboutong insix .~~~ -
" employers.indicated that their companies have high short-term needs for better computer skils -
' (with high needs definéd as scores of 6 or 7.on the 7-point scalés). Most of the rest (between
< .40% and 50%)-indicated that their companles have moderate needs for better computer skills
- (with moderate needs defined as scores of 4 or 5 on the 7-point scales). Relatively few S
~--companies were thought to have llttle need for better computer skills. Employer responses were
- similar for the four- specmc skills areas rewewed These results are presented in Table 7.1.

. Compames in the manufactunng and constructlon sectors expressed the greatest need for computer
-~ skills for the produchon of goods. and sérvices (33% and 29%; respectively, indicated a high need).
* Medium-sized companies were more likely to express at least a moderate neéd for better computer: :
v Skl"S for management and admlnlstratlon (75%) compared to smaller companles (61%) -

CMNamceEPL T gy
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- Table -4_7.1';jsh_drt-Ter_m Need.s,ﬂ.for Computér_ Skills

 Production of goods.

—
~ and services 43(?'
*Salesasgdw f::tomer - 138% e
. — Highneed = ..
A . [ Moderate need
“ Marketing and —— Dliowneed -
N ) . 43/0 . ) —
*© communications A
" Managementand’ gy
. administration - 37% :
0%’ 20% - 40%  60%. . 80% . 100% -

" . Percentage of Responses . *

: Companles Whlt‘h mdlcated a hlgh need for better computer skills in these four areas were much 4- |

- more likely to report that there are job opportunities for young people in these areas. For
.~ example, for management and administration skills, 65% of the companies with a high ‘need for -
" skills indicated there are at least some job opportunities for young people in this area. For -

companies with little need in this area, only 31% said there are job opportunities for young pesple., SR

For marketing and-communications, 70%.of companies reporting a high need for skills said there

are job opportunities for young people in this area, compared to just 29% of companies reportlng .

B Ilttle need for these skills. These results are presented in Table 7.2 foIIownng

crz L L Mliance/EPr
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_;jTable 12: Percentage ot Compames wrth Job Opportunmes e LT
T for Qualrlred Young People By Need for Computer Skrlls -y

- 1. A N, Marketrng and
R communrcatlons

Management and
admrnrstratron

 [EFghskitneeds |
Medium skilf heeds
' DLowskrllneeds AR

P :’P"roduotlon:o'f goods
. . andservices .

o Sales an, customer
servrce

'f’jj 10% - 0% S30% 40%, 50% : 0%
Percentage of Companles wrth Job Opportumtres

70

: :,;712 New Market Development S L A
.-+ When asked drrectly about the: usefulness in the short-tenn of hrnng young professronals for srx
..~ months to work oni tasks related to'new market development a majority of employers rndrcated
"¢ thatyoung peOpIe would be useful to their ‘companies. On average, about 60% of employers
- . “believe that young professionals could be at least moderately useful in‘the short-term for-each of
R the tlve market development tasks revrewed abo‘ut 20% belreve they could be very usetul

4 ‘.-;'*Respondents reported that young professronals would be most useful to: work on researchrng
PR partlcular markets: 21% said young professionals would be-very useful o thair companies-in the
- shott term. and 42% said they would be.moderately. useful:’ Employers were srmrlarly posrtrve

- -.about-the value of hrrrng young professionals to. work'in- other areas: general research and- "
v plannrng (52%); working on changes fo. products, 'SeIVICes or production processes fornew = -l T
. _~.» -markets (57%); detailed: plannrng suoh as promotional plans Iogrstrcs pricing and payment - \ SRR
=7~ systems, financing and insurance (58%) and test-marketrng and evaluatron ( 4%) These ‘
BRED results are presented in Table 7 3 BT T s N
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Table 7 3 Usefulness of Young Professmnals for er Month Terms
' to Work on New Market Development :

.l

- Ov'erall(usefulness :

. Test marketlng, -
E revrew and evaluatron

46% -

Researchlng

.- 37% v | . A

partrcularmarkets i @ Very usetul

' Worklng on changes to : ' D Not USelul

@ Moderately usetul '_ e

products andservrces , - :43/7 A |

T ‘De‘talled aamaa'g |

" ‘General research-and
planning - - -

Ve a0% 40% . so%v , ao% 100% =
o : ' '_ A Percentage ot Responses EEEN
,71 3 L‘ustamer Servrce o L o :
SR Improvrng service to customers rs a hrgh prrorrty for most SMEs, and some of therr hrghest human
... resource priorities are for better skills in service-related activities. . Providing faster and'more.
- i-. ‘efficient sefvice to- customers, provrdrng better information to customers. about their products and

.- services; consultlng with customers about how their.products and éervices can better meet their: .
- needs, and.improving quality managerent: approaches and procedures are four areas in which

.~ employérs reported high short-ferm needs for better. skills. For thiese four-activities, about three- . s

- quarters of employers indicatéd that their need for better skills in'the ‘short-term is hlgh lncludlng

t:about one quarter who sald thelr skrll needs are very hlgh These results are: presented in. Table 7 4 - .

- Two actrvrtles——lmprovmg quallty management approaches and servrng customers in lorelgn
-+ - markets—were rated as much. greater-needs by employers in: the manutacturlng and-Service .
.= . sectors:. For i improving quality management approaches, 81% of employers in the: manufacturlng
.. ‘sector and 86%-of employers in the service sector reported- that they had at least moderate
. “need for better skills in- the' short-term; 37% and 43% respectlvely, |ndlcated that they had a
- high. need for better skllls for thls task. -

.V; j'-'For servrng customers in lorelgn markets 39% of employers in’ the manutactunng sector and
- 57% in'the service sector reporfed:that they had at least.a moderate'need for better skills i in the
L short term 18% and 14%, respectlvely, lndlcated that they had a hlgh need for better Skl”S

N 7-4 ' ', W ':',\ - . : ‘ AIIianoe/EPI .
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7.2 Job Opportumtres for Quallfled Young Professronals
Soelin Targeted Business' Acttvmes e e Ll
L Employers are cautrously optrmrstrc about the job opportunrtres for hlghly qualrfred young
.. ..professlonals in their.companies. “Amajority of all-.employers. (57%) indicated that there : are at
.+ least some opportunities for young professionals. - About'one ‘émployer in:seven (14%) reported
: _,ethat there are many job opportunities.(6 or-7.on the 7-point scale) for. young protessmnals to work
“in- computer new market deveIOpment or serwce related ]ObS : R :

A majonty of employers in aII ftve economtc sectors tndlcated that there arg: some 0pportun|t|es

- for-highly qualmed young prolessronals in their companies.-Employers in the service sector. were
SR espectally postive about theirjob.opportunities for young people: 70% said. thiere are at. least .-
o - some opportunmes including 24% who sald there are many opportunmes These results are
T shown in Table 7 5 below A : , o o ,

Table 7 5 Job Opponunmes for nghly Qualmed Young People
o |n Respondents Compames By Economrc Sector

2 Overal | T T

B

© Service” |

Transportatlon 'md b
Communlcanons .

S I Many opporiunities | -
[ Some opportunities | - " .
EI Few opportunltles S

Flnanmal lnsurance
: Real Estate o

L UB0%

“v :

b _Const‘ruct'_i‘on'- — ]

TG

.. Manufdcturing

G o fzo%' a% 60%'4."_ E0% 100

NI ,-"._l‘,— PP R S
— cam B
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1.3 ;.ﬁ_Expected Payoff from Hrrmg Young Workers for Professronal and

... - Technical Positions - S L At
e Employers are generally posmve about the benefrts therr companres recerve from hrrmg young

-+ workers in profess:onal or technrcal posrtions Over three-quarters {77%) of the respondents -
-+ » ‘indicated: that their companies receive at least-a moderate payoff from hmng young workers in.

.- these. poslttons (a rattng of 4 or higher on the-7-point scale) almost one- quarter (21%) sald that
Lk ithelr compames recetve a hlgh payoff from hlrtng these young people ' .

Table 7 6 Expected Payoff from lelng Young Workers
By Number of New Youth lees |n the Last 12 Months

S @ ngh pavoff | EEERE
: RS . Moderate payoff S
. [ Low payoff .. |-

e tto2fires

0% 20% a0 60% 80/100°/

Percentage of Responses

S ,‘In general the postttve optntons about the beneltts trom hlnng young professronals were conststent
. .~ for different types of employers. Employers with medium-sized companies were slightly. more -
jttkely than those in-smallef companies-to indicate that they receive a-high payolt trom hmng
~young workers in professronal or technlcal posltlons i. e 26% compared to 20% B

B ‘:Employers rated the benefrts from hrrrng young workers in professronal or technrcal posmons more

b

e Alliance/EPl < 0
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L The average SCOre on the 7 p0|nt scale for the payoff trom hrrlng young protessronals rs 4 3 s e
:. " compared to'an average score of 3.7 for the number of job opportunities for young.people‘intheir. - .. o
© .. .companies.” This difference reinforces.the. results which shiow that employers identify the lack.of =~

" *" job opportunities-as a serious barrier facing the entry.of young protessronals into the labour force
5¢| 8., the skrlls of young people and the payoff from hrrrng them exceed the [DbS avarlable DEo

N Not surprlsm'gly,’ employers who.were posltrve about the payoff from hmng young professronals

weére also. more likely to say that there are job: opportunltles for them:in their firms. - Erghty

.. percent of respondents who said their companies receive a high-payoff from hiring young: DR
o protessronals also said-that there-aré at least.some job opportunities for them, including 32% who:_--: et
- -said there are mary job. opportunrtres For. respondents who ‘said-they. receive a Tow payoff from "~
- . hiring’ young prolessronals only 32% sard there are. some JOb opportunmes mcludrng jUS’[ 8% who S

o said there are many jOb opportunrtres Pl Coe .

DS | In: qualrtatrve comments a number of employers expressed concerns about the challenges faced ;:_,j ’ .
R by quallfled young professronals in today’s work environment. - o R

- "Que cé soit des /eunes ou.des'moins /eunes Ie systeme educatrf n est pas beaucoup a ) T

‘Pécoute.du secteur privé.et ses besoins. Ceux qui sortent de I'école et quinontpas "’

_,'d’expenence ont beatcoup de difficulté & s ajuster car ils'connaissent comment. faire - - R
mais ne.comprennent pas les i xmprevu- ce qu rls n ont pas vu, g (Comments from a AR

- small manufacturing firm,) -
S -”lndustry simply doesn’t have the prof/t margrns of years gone by that aIIowed the

) nurturrng and: tra/nlng of our youth (Comments from a small transportatron frrm ) ; o 3 . V{:i D

L'y a auctune possrbrlrte d’embauche aupres des jeunes dans mon’ domarne C est
e trés malheureux car ce-n'est pas.de notre faute mais bien du domame de Ia
. “construction.” ( Comments from a- small constructron firm ) o

- “Theproblem of providing employment opportunrtres to young educated people is very"';_ e TR

) "~ complex. Technology is changing so-fast it is difficult for ‘young-people:to make

. = educational choices eritering.- college or university. Technology has produced very real i | : S
- - increases.in productrwty Tesulting'in léss people being required to do more. Most jobs '

_ are created in Canada by small businesses.” Their ability to hire-and train young job -
. market entrants is limited.” Wé have too many graduates from non-technical programs
- . seeking employment in busiriess.’ Prevrously, many of these graduates would have’ gone -
_““linto teaching, law, etc.".Today, there are-very few. new teachrng positions avarIabIe
" “New.and innovative solutions are required, involving govemment, business and-.
" education, to provide opportumtres for our youth " (Comments from a medrum-sized
S .manufactunng frrm) S : e

LI ey
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'_74 Barrlers to Jobs for Young People _ LT R R
: 'f'.-:Respondents were asked about 10 specrtrc problems that can present bamers to jObS tor young

. -+ people in their lndustry Six-of these possible barriers dealt with.the skills and characteristics’of ~ TS
e _'.the prospectlve young worker four were potentlal problems from the perspectrve of the employer L

S'Of the 10 specmc problems revreWed in the survey, five are rated as more serrous barrrers and ARV

.. +five are rated as more moderate problems. ‘The single most rmportant problem in the oprnlon of Lo
-, SME employers, whether about the.attributes: and skills of. young workers or from therr Sy
'perspectlve as employers lS the lack of practrcal work experrence RS :

’I'”';"v.‘g"-_fThe trve most srgnrtrcant bamers are as follows Do AL e e
S 1 Alackofpractrcal workexperrence 82% ot employers rated thrs asaproblem 41%

“rated it as a serious problem (scale mean is-4.89). -

i 2 =.:*;Alackaf technrcalorspecralrzed skills; for the job: 77% rated thrs asaproblem 41% : L

B ._rated it as a serious problem (scale mean rs 4, 74)

I 3 ‘Unrealistic expectatrons abaut their value on the ]Ob market 80% rated thrs as a

: problem 34% rated it as.a serrous problem (scale mean is 4. 70)

4. A lack of good ]Ob oppan‘umtres for. young people 77% rated thrs asa problem 34% _ S ‘- S
o rated it as a serious problem (scale mean is.4. 62) R e N
.5 The costs of hiring, supervising and training new emplayees 76% rated thrs as a problem S

e ?:{28% rated rt asa serrous problem (scale mean rs 4 43)

The trve less serrous barners are as follows

6 The lack of ]Ob opportunrtres forqualrtred young protessronals rn the respondents R T
s e rndustry 73% rated thrs asa problem, 0% rated |t asa senous problem (scale mean I
- 7 The costs of salarles and benetrts for new employees 71% rated thrs as a problem 27A> ﬁ_' e

"-rated it as'a serlous problem (scale mean is 4.33). -

8 A'lack of enthusiasm and- commrtment of young people to therr work 62% rated thrs as SRR

¥ »_.a problem 30% rated it as a: serrous problem (scale mean is 4. 13)

- 9 ";;.Changrng human resource practrces 67% rated thls as a problem 27% rated lt as a

*- serious problem (scale mean is 4.05). -

- '1.,0}f"A lack-of-général skills such as’ language ‘mathefriatics and communrcatlons 63% _rated i O

o :J,,;'ithrs as a problem 22% rated it asa senous problem (scale mean i$ 3. 95)

o

S ‘. The barners reflected |n these 10 specrtlc problems can be drstrlled emprncally lnto four key CoA
o .'_-tactors Overall, the:lack of practrcal experience and skills is the most serious problem (based on S
~ " a scale of the two questions dealrng with'a Iack of practrdal work experrence and a Iack of e
L specralrzed skrlls for the jOb) ST TP ‘s S

i 1 The four. barners were rdentlfled through factor anaIysrs ot the 10 survey questrons dealrng wrth specrfrc

problems ‘The scales for the four commOn factors were computed as addrtlve scales and tested for relrabrlrty
usrng the Cronbach’s aIpha coeffrclent L . : t
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. Employer rankrngs of the serrousness ot these four barners to jObS are as follows These results
* arealso presented-in Table 7.7 below. :

I 1, A lack of practrcal experrence and skrlls 80% rated th|s as a problem |nclud|ng 38% who o o

. -rated it as-a serious problem (scale mean = : 4, 81) . .
2 Costs (the: costs of h|r|ng, tra|n|ng, superwsmg, salar|es and benefrts for new workers)

* 70% rated this as a problem |nclud|ng 28% who rated |t as a serious problem (scale ‘ . o

- mean=438).

o 3 “The Iackof /ob opportUnrtres (both in. general and in respondents |ndustr|es) 75% rated

-this as a problem rncludlng 27% who rated it as a senous problem (scale mean = 4 34)

o :.:4'; " The skrlls and attrrbutes of young workers (lack of general skills, enthusrasm and

-commitment to their work; unrealistic expectations about their value in‘the job markat): -

~ ~70% rated.this as. a problem rncludlng 29% who rated it as a serrous problem (scale e .

e '_mean 4, 28)

B lfabl.e 77 _Banlers fo Jobs'for Yotlng_ People o

© " Lackeof practical - -
* experience and skills*

” ‘ Skills-and'attrlbute's“

-, .of young workers . S

B Moderate Protlem| - - i

T Costs

Lack of job opportunltles
and changlng HR practlces

0% - 20% A% 0% o%; S100%

Percentage ol Responses

e
\

) There were some |mportant drfferences in the ratlngs of d|fferent barners by employers wrth
~ small (20 - 250 employees) and medium companles (251 - 500 employees) In general, smaller-..
_ 'companles find the different barriers to be: more serious, with the exceptron ol the lack ol jObS
' ‘whrch isa more errous problem for med|um srzed companres .

-

|3 Not a probiem -
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Followrng are some detalls of these dlﬁerences

‘ X Smaller companies were more likely to rate the skrlls and attrrbutes of young workers L

. (i.8., lack'of general skrlls, enthusrasm and commrtment to their work, unrealrstrc

expectations about their value in the job market)-as a barrier. The average score on the»;, R

-"."summary measure-for smaller companies is 4.4 compared to' 3.9 for medium companies.
" In percentage terms, 74% of smaller: companies rated this as at least-a moderate - .

..~ problem compared to 55%: ot medlum companles 31% and 22%, respectlvely, rated thls L
- "asa serious problem. - : . L . :

[ R Smaller companres were much more Irkely to be concerned abaut costs as a barrrer lhe T

__.average score on the summary measure for smaller companies-is 4.5 compared t0 3.9 for ~
.+ - 'medium companies.. In percentage terms, 75% of smaller companles rated this as at
* - least a moderate’ problem compared 10 53% of medtum companles 30% and 20%,

. respectlvely, rated costs as a serious problem : , :

- . Medium companres were more lrkely fo rate the lack of lob opportunrtres and changrng R
- human resource practices as barriers. The average score on the:surmary measure for "~ o

- medium companies is 4.7 compared to 4.3 for smaller companies.. In percentage t terms,

. 70% of smaller companles rated this as at least a moderate problem compared to 74%
~ of medium companles 42% and 23%, respectlvely, rated the Iack of jObS asa senous
E problem : _ _ S St

- Ratlngs of the dlfferent barners do not vary by sconomic sector The lack of ]ObS in the
: »constructlon sector is one notable exceptton R . S

~ Interestina work expenence program for young professnonals (dlscussed in Chapter 8) is-

positively related to three of the summary indices of job barriers for young people: i.e., a: Iack of

practical expenence and skills, the"skills and-attributes of young workers, and costs: (lnterest N L

a-work experience program-was not related to the perception of a lack of jobs as a barrier to-

. ";':young people.) In-other words, employers with a greater interest in participating in a work
L _expenence program are generally the ones who percelve hlgher ]ob bamers for youth
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8 0 Support for a Work Experrence Program
L for Young Professronals L

N ;},81 Interest in- Partrcrpatmg m a Work Experlence Program _
-, SME interest in partrcrpatrng ina program to provrde work experience for young professronals is -
* quite strong among employers in all economic sectors, and among both medium-sized and small_er .

firms. Overall, 72% of respondents indicated that they are lnterested in such a program

| ' g |nc|ud|ng 22% who sald they’ are very mterested

- Most rmportant is the frndrng that respondents with campanres wrth job opportunrtres for qualrfred o
young professronals are the ones who are most interested in a work experience program Among. -

companles with many job opportunities, 88% of respondents are also interested in a work .

- experience program lncludlng 52% who are: very mterested These hndlngs are presented |n’
: .Table 8 1 : S C . ~

- Table 8.1: lnterest ina Work Expenence Program
L -_ By the Job Opporlumttes for Youth in the Company

- @Very interested:

~ Somejob . .
*opportunities ~ | E&l Moderately mterestedi -
L 1O Nojlittle interest -~ |
. Noffew job, t —
"+ - opportunities W -
0% 20% o 40%.- 60% 80%- C100%

o Percentage of Compames Interested ina Program -
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82 Opmrons About the Characterrstrcs of a Work Experrence Program S

Al respondents were asked a common set of questrons about their opinions‘on the desired -

characteristics of-a work experience program for highly qualified young-professionals. Nine - - -
possible program characteristics were reviewed in total, with respondents being asked to |ndrcate o

whether they consrdered each to be a. posmve or negatrve feature of a program

Frve pragram characterrstrcs stand out as the. anes vrewed most posrtrvely by SME employers S

A majonty of employers viewed each of these five- charactenstrcs posrtrvely
¢ a program whrch provrdes practrcal work expenence to young professronals

0

~the employer pays no salary but pays for program admrnrstratron

¢ the program rs led by. the pnvate sector and supported frnancrally by the publrc sector
3 Ul dollals are used to fund work placements and, ' g

¢ there is an emphasrs on hrgh sk|II ]0bS

For employers, provrsron of practrcal work experrence to young professronafs is by far the srngle

most important characteristic of a work experience program:.90% viewed this feature positively, o '

including 50% who viewed it-very positively.- The proportion of employers who rated the other

four of these “favoured” characteristics ‘as positive varies from 72% (for the employer paying - -

no salary but paying for program admlnrstratron) t0 53% (for an. emphasrs on hrgh skrll ]ObS)
These findings are presented in Table 8.2. ,

Program charactenstrcs vrewed Iess favourably are as follows Fewer than half of employers ' o

vrewed these four charactenstrcs posrtrvely

. a partral salary. subsrdy, I|nked to an- obllgatron to hrre the workers at the end of the
work term; . C

. the program is restncted to young peopIe L
¢ the proqram is. Ied and frnanced entrrely by the pnvate sector and

¢ a focus on non- productron actrvrty le, work that mrght not otherwrse get done

&2 S SR “-._'H-AI'Ir'anr:e/.Ei_"l




h ﬂ!eeds Assessment of Small andMedmmEnterpnses "
Table 82 Oprnrons About the Characterrstrcs
el ota Work Experlence Program
Provrsnon of. pracncal 3 o/ RN
B work expenence e
Employer pays for~ :
admlnlstratron not saIary

. Led by prlvate sector and
o supported by publrc sector

Use of UI doIIars to fund
placements

_ | B positve |
| [ B Neither |
[T Negaiver| -

|

Emphasrson hlgh-skrll f
jobs v

Partral salary subsrdy

and oblrgatron to hlre ; o 36% A I

Program restncted to

young people S0 e Ty

Focus on non- productron s

actrvrty 82%

Led and flnanced
entrrely by pnvate sector

C20% 40% : o0

Percentage of Responses

0/
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In qualrtatlve comments several respondents noted that an, oblrgatron to hlre an employment B
program worker at the end of the work term would be- a deterrent ’ o

P “No oblrgat/on to' h/re after work term otherwrse many may not take the r/sk /f
.~ they know.they have to. keep /nd/vrdual " (Comments from a med/um-srzed '
- manufactur/ng firm.) . R

: "_ " “Should not be. obl/gated to hrre--may not be sat/sfactory Degree of skrll needed _
* " but do-not limit to high skill. Must surt employee to employer needs 4 (Comments :
B from a-small’ services frrm ) . .

" “The, oblrgat/on to. hire would take the needed pressure off the rnd/vrdual to make a U
" place’ for themselves in: the company (Comment from a small manufactur/ng R I
- firm)- A L ‘ . : S \

-~ “Some parts of rndustry requrre 1 2 years experrence/exposure by an already
-~ edicated person to become. productive. “An employment obligation after 6 months -© - SR

- “fo 1'year would work against the program. Would recommend a-50% subsidy for ,' R
LT T up'ta 1 year, no obligation to hire but progress report at6months g (Comments RIS
R P L ,fromamedrum srzed manufactur/ng firm,). e s
S No employer is going to participate in a program that obl/gates them to h/re an: :

. unknown.” (Comment from a medrum srzed fmn rn the f/nancral /nsurance and rea/

o estate sector) S R STV

S Respondents who are mterested in pamcrpatrng ina work experlence program for yaung
.. professionals were more likely to be positive about eight out of nine of these program .

.-, = characteristics-- every one except a program led and- financed entirely by the private sector - ..
SRR (responses weré similar to this item whéther the réspondent was iinterested in partrcrpatmg ina; Lo
~-program or not).. The rankmgs of the different characteristics presented in Table 8.2 were.

.- similar, however, whether the respondent was interested in-a program or not.’ “For example
. .- "amongthose res spondents indicating they were-very mterested in participating in a work " A T
ot eXperignce program, positive attitudes about the top* five. program’ charactefistics ranged 1 from St e
.o 65% (emphasrs on high-skill jobs) to 97% (provision of practical. work expenence) For:the other» R
. four program charactenstrcs about half of those very mterested |n a work experlence program Sl
.. were posmve S L YRR , R e L

‘ o Followmg are some other f|nd|ngs about employer opmlons about a work experrence program lor
o hlghly quahhed young professronals o e i . T

0 Respondents who belleve that therr compames have recelved a hrgher payoft from hmngy-' L L
. young protessronals are somewhat more Irker to be posmve about S, B

e a program led by the pnvate sector and supported by the publrc sector
the provrsron of practrcal work expenence and o |

an emphasrs on hrgh skrII jObS Con T :
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e f_mealler ftrms were somewhat more posrtlve than medrum srzed trrms about

_;"'- :fa parttal salary subsrdy Irnked to an oblrgatton to hrre, and

a program led and ftnanced entrrely by the pnvate sector

L ans in the construotron and manufactunng sectors were somewhat more posrttve about}"'-i.j"xv-f e
RS ."ya partral salary subsrdy lrnked to; an oblrgatron to hrre e :

« Firms in the constructron and trnancral rnsurance and real estate sectors were - I
: ‘L_:l_somewhat more posrtrve about a program Ied and trnanced entrrely by the prrvate sector N

: oFtrms that have hrred more young people in the prevrous year were somewhat more Irkelyf*{_; '..;:
"--':t;-'.i}‘_i‘tobeposrtrveabout SR e T A e

R '-f;‘_a program led and trnanced entrrely by the pnvate sector

a focus on non productron actrvrty, and ‘_ '_":{;

:_. an emphasrs on hlgh'Sk'" lObS

In qualrtatrve comments a number ot respondents suggested other program.contrgurattons or
o charactensttcs that would be useful in therr rndustnes : : S

'_:;:_“OveraIIDesrgn S

o "“The hmng company must have some $ at stake and has to grve ewdence of the
SRR jOb giving the'young professronal the opportunity-to grow.” The young professronal
- should not be: m/sused (Comment from a medlum-srzed manufactur/ng ftrm) '

S it has to. be concetved and nianaged at the local industry level. There must be
' real jobs avatlable at the end of the day ! (Comment from a medrum srzed
" 'services firm. ) | Slae!

“Please keep whatever program is set up s/mple M (Comment from7 a,, smaII
"n-s',_manufactunng frrm) T L

S "Appears to be a worthwhtte effort /f /t helps target compantes (pamcularly small
- ;f-»;busrness) who' cannot afford; but can. definitely- useé, young workers to Supplement: .
" "of initiate efforts they have no time for. An example in constructron would be R
R :.market/ng (Comments from a small constructron ftrm ) LR

Nature of Jobs

SR ) Makrng certarn the worker f/ts (and 5665 a future) in the rndustry rnto whrch Lo
._':--"-g.‘.that person is being fitted. :b)- Making certain'of thie “stream” i.e., in-construction, = =~ . < . a7k

“ ' blue-collar field work:vs white-collar estrmatrng/prolect management/marketrng L ‘

_ “_::{.(Comments fromasmatt construct/on company. ) R S RN

I "What About provisionis for part-time or specrfrc jOb contract work7" (Comment S Ut IR R

e '-from a medlum-srzed manufacturtng frrm ) A . ‘ DL '

5 Alliance/Epl T




‘j'"4i~lfleeds'A‘s:sle,s‘smént'of .S"ma"l_lvand Medrun;Enterprrses o

The he work must be meanlngful in that the placements need o bé' fOr Iong-term fuII- ;, _? i | - .
 time jobs. -Many of these. require a computer background.” (Comment from a R

p ‘smaII f|rm in the flnanCIaI insurance and real estate sector) S
Length of Work Term

- “The term-should be Iong enough ie., 6months o1 year in order to prowde them e
T with'real experiences--3-ta 6 months is not long enough to obtain this.level of
... experience.” (Comment from a small f|rm in the flnancral /rnsurance and real

estate: sector)

s :_';va/me Ilmlt3months or less i government funded Fundlng beyond three months L

- “creates obllgatlon for employer 1o hiré worker. for mln/mum of one year B

L “(Comment from.a small manufacturlng firm:)..

7 Six months is ‘ot enough time to leam the. bus/ness cycle of many buslnesses 2 - ST
e (Comment from & small manufactunng f|rm) : . ey

o “Six months is not. long enough to evaluate. any employee or for- the employee to o
' ..gain much expenence g (Comment from a small. manufactunng f|rm) -

L ”Computer Skl//S are essentlal to anyone who hopes tobe employed in our /ndustry IR
I you can’ ‘match.a young person with the rlght skills to'a program wrthout strings; ... " e
“..< then subsidize that person’s costs to a company. fora: ‘minimum of one year; *
...+ preferably longer, then by the end of that time the person i@ majority of cases - ..l
. _should be indispensable, productlve and a vaIuabIe asSet " (Comment from a small., R
By manufactunng firm.) . ‘ : : ol

S " e sécteur pUbIIC doit bat/r ses programmes en fonctlon des beso:ns des ,
- .o i-entréprises. Les stages sontprimodiaux; et pas des'stages de2 sema/nes ‘mais SRR
RPN pIutot de 4 mors ethus '(Comment from a small manufactunng f|rm) - Vel

TargetGraup L : e N
“In-today's- market young is not necessar/Iy always attract/ve lf h/nng Stabllltyo |

- is more important.” (Comments from a smaIl f/rm in the transpon‘atlon and

*.communications sector.) -

: L ”Je me demande pourquor Ilm/ter le programme aux jeunes professlonnels ) y a oy
. foute cette catégorie.de chomeurs hyper-qualifié qui ont des problemes a se trouver

du travail." (Comments. from a smaII manufactunng frrm )

S v'”We wouId prefer programs to traln and upgrade. exrstlng staff (Comment from
L a small f/rm /n the fmancral /nsurance and real estate sector ) o

Admrnrstratran'_“""‘- : e R R
A flexible program wrll lead to the most suocessful results Over-compllcat/on and

- administration will mean that most businesses. will dismiss ary program
/mmedlately & (Comments from a small manufactunng f/rm) '

U Alliaice/EPL
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o ”Admrnrstratron paperwork requrred to partrorpate in the program shouId be kept to o ORI
.+ @minimum so as hot to: drscourage companies from partrcrpatrng (Comment from,;-_.“.‘ B
.8 smaII frnn in‘the frnancral insurance and real: estate seotor ) S e T e s T

L Sy apres deux mois ou trois mois afin de Voir si toit.va bren ou non sinon que le 3 f"i[l'-‘. A
0w candidat pursse avoir I temps de. sa]uster avec laide.g’'un rntervenant etainsi -
i garder son. empIor (Comments froma smaII manufacturrng fmn J V

o : f{,”FacrIrter lés demarches admrnrstratrves Ardera Ia farmation:- Lentreprrse a peu,';-" .: SRR e
S de'temps pour Ies feedbaok (Comments from a smaII oompany rn the servrces i
' ~‘~.'V.'~=,1__.seotor ) - LD S R : S

Challenges

. and fall-to 5'in winter). It is very difficult-to. create a. position. under these S

,.,.v___;,_crrcumstances " (Comments from a smaII constructron frnn) e S
e 'Duecto fluctuatron of. work, no employment guarantees oan be made (Comment"f”
PR from a, smaII constructron frrm ) .. : : . S S

s T rarnrng trme and oost rnvolved by the prrvate sector in: thrs type of program
C s With the ongoing streamIrnrng being done by the private:sector, it's difficult 1o

- i provide.the resources for thrs purpose !
i T._organrzatron ) wl L

L -“Where. organrzatrons are ina do wnsrzrng mode and emponees feel overworked

i+ - giving a young professional to.a supervisor is increasing‘the Workload of the
. supervisor:in. fhe short term; as the.individual has to be trainéd. ‘It takes tlme fo

L train s someone (Comment froma’ medrum-srzed prpelrne company)

: ‘}‘;“IWanagrng and trarnrng place a time-demand on management Salary is but one : R R
_,:.cost " (Comments from a medrum-srzed frnn rn'the serwces seotor ) RSN

S 10ur company has a wrde varratron in number of empIOYees ( 15-20 durrng summer_‘ BT

J‘l

.‘-( Comments from a medrum-srzed servrces'.._f -

Alhance/EPI S el




R ‘_:‘L"‘_;‘.computer appltcatrons New’ market development and customer servrce

e 0 :SME executives belreve that the: most serious problem facrng Voung People seekrng work j-f'f:"f‘f el

L young professronals can make aposrtrve contrrbutron to therr Companres and

) i - young. professronals and this interest is, correlated wrth the avarlabrlrty of work

; ‘:;-é;;'.;:These frndrngs have rnterestrng |mpIrcat|ons for work expenence programs for young P el DY S
. "professionals; As a'co-sponsor-of the needs assessment, the Alliance'is: rnterested in; appIyrng the: P T
ST results of thrs research to: its oWn work expenence program ON SlTE L e

}Although ON SITE is not: a|med specrtrcally at SMEs it has many of the charactenstrcs whrch
. SME:executives find attractive-in a work lexperience program.- The results of the needs™” - i LT
.- -assessment indicate a numberof ways in which the program:could be expanded and |mproved to AT

.- further meet the needs of Canadas SMEs The toIlowrng actrvrty streams appear to otfer the SR
R ,‘.;,‘best potentral tor such expansron ~ ; . o B

o _,of: ‘computer applrcatrons for management and admrnrstratron - Co

These are aII areas: |n whrch Industry Canada is rnterested in: |mprovrng the sophrstrcatron and
R :capabilities-of SMEs:" Although there is considerable: SME interest inthe other two-areas
- - investigated—computer applications for marketrng and communrcatrons ‘and domiestic market
. . wdevelopment—it would be more difficult to ensure that ON-SITE- positions in these areas did not
-~ provide émployers: With an unfair competrtrve advantage vis-a-vis ‘other Canadian employers
- (Both thesé streams: would involve. improving-market share, and a majonty of the survey..-
R '.*--respondents indicated that they: expected to face at least: some domestrc competmon rn
N 'attemptlng to expand therr market share wrthrn Canada) . Lo

. :'j.'Creatrng mcremental non competltrve posmons would be consrderably easrer in the frelds of
L '}_computer applrcatrons for management and admrnrstratron export market development and
-5 -customer servrce Based on the survey resuIts posrtrons rn these areas couId encompass the
-‘_.tollowrng SRR LA - L T : S

. Needs Assessmient of Siall and Medjum Enterprises . -~ " i

9 0 Implrcatrons for Work Experrence Programs

The needs assessment provrded anumber ot rnsrghts rnto the busrness pnontres of SMEs and\ "7 *’.'f" e P
. senior managers' perceptions of the, contributioris that could be made by young professronals ) S
Among other frndrngs the research confrrmed that o o

. 4. SMES: are. partrcularly rnterested in |mprovrng therr capabrlrtres in three broad areas

. is'the lack of practrcal work experience,. -and they believe that, given.the: opportunrty, o T

" ': "_?a majonty of SMEs are rnterested in partrcrpatrng in a work expenence program for

v : opportunrtres for “young professronals

frnancral management Lo T

generaI busrness management and admrnrstratron

e strategrc busrness pIannrng support :
v.'_"_l_? . ":...‘export market development '

-4 ?i."customer servrce .
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Computer Applrcatlons for Management and Admrntstratron

T ,'Survey respondents indicated strong interest in lmprovmg thieir computer capabllltles ina number
- " of areas related to financial management, general business management and administration,.and .-~ -l
© .. strategic business planmng SME executrves see young people as a valuable source of up to date-:" P
: ,ﬁ;computer expertrse BN P A o

. Tablé 9.1 summarizes tasks that ON SITE emponees could fqurII in. the varrous areas related to. S
. computer applications for: management and administration, and indicates the general-skill sets
...~ that would be required. Positions in these areas would ot require formal computer science . A
.. training so much as practrcal computer skrIIs and aptrtudes and up- to date knowledge of avarlablej_ e
L ‘hardware and software optrons S R : T

Table 9 1 Task Areas and Skrll Sets Ftequrred SRR
Computer Applrcatlons for Management and Admrnrstratlon _, AR

| j_"‘VTasks -?'L‘.Approprrate Skrlls/EducatronaI Qualrfrcatrons R

g [Ai;_'-' . "Frnancral Management R 'Strong practrcal computer SklllS plus
- Cost. management/control . Bachelor of Commerce or - SRR
. ,Accountrng/bookkeepmg © """ Bachelor of Arts (Economlcs) or LT e
o Payrolt- o BRI -,,x.‘Communrty College Busmess certrfrcate L
Electronlclnvorcrhg A ST e T Lo
. EDI'with financial rnstrtutrons
-,Flnancral/tax planmng

BRI - A General Busrness Management PR '-Strong practrcal computer Skl"S pIus
.- .and Administration - j . -: -Bachelor of Commerce or- :
- -Productivity -analysis - ~..~2*.  Bachelor of- Arts.or : '
_ Schedulrng/ptanmng/ “ - Bachelor of Scierice (Engrneermg) or-
... - rproject management R _'»..'_-'.,_,-Commumty CoIIege Busrness certrfrcate
‘i.vEDI with suppliers anid.clients . Co R A A
- Inventory management and control
e Personnel/human resource management

C.. .Strategrc Busmess PIannlng ST Strong practrcat computer skrlts ptus o
" Research into newmarkets -~ . . " Bachelor of Arts or-Bacheior of Science, . e
o+ Competitive rntellrgence - Englneerrng (i.e., good research skrlls rntemet-%- SR
A Research to support. specmc Cw ,research skrlls) w : N
busmes objectrves T o ‘

, ‘These new task areas otfer opportunltles for a range of graduates beyond the "tradltlonal” ‘_ S
- * ON-SITE candidate pool of éngineering and science: ‘graduateés. Implémenting-a new streamof * - T -
*- - Computer Applications for Business would enable a much.grester range of unemployedyoung ... %
v porloltesssronals to: benefrt from the expenence and protessronat devetopment provrded through PREN

P
(-
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- 9.2 Export Market Development | SR
An export market devel0pment stream has aIready been: pllot-tested in ON SITE and the resuIts -
. of the needs assessment confirm the potential to substantrally expand this stream. ‘Table 9.2
.-~ summarizes tasks that ON-SITE employees could fqurII in these areas and lndrcates the general ;
. ;skrll sets that wouId be requrred Lo S : .

Table 9 2: Task Areas and Skrll Sets Requrred
' : Export Market Development -

Tasks . APproprlateSklllstducatronal Qualrfrcatrons .

: .Research into sales opportunrtles

,.VDetermrnlng changes to products/processes _'_'
' Implementatlon and monrtonng '

"Research | into general charactenstlcs »' - - Bachelor of Commerce/Marketlng or -
. of export. markets. 7 Bachelor of Arts (Political Science, Economics,

. ‘International Studies) or-.
.'Bachelor of Science, Engineering *

in-specific markets : __Specmc Ianguage/cultural sk|||s R

ot export activity

" 'Follow-up wrth mternatronal cllents o

. Agarn thrs stream oflers opportunltles to a wrder base of candldates than do the “tradrtronal" :
ON SITE streams . _ o , \ _

93 Customer Servrce

"I the area of customer service, the survey respondents |nd|cated that the followrng types of
: |mprovements would be very useful : . o ‘

. '|mproved quality management

N customer communications; outreach and feedback (le closer consultatron wrth
. customers about their needs; provision of better rnformatlon to customers about the .
- company s products and servrces) S : ~ '

o '0.:‘faster and more effrclent servrce

Quahty management is already a well establrshed ON SITE program stream and customer
- --service aspects of quality management could be. rncorporated into this stream. Table 9.3 lists
tasks that could be included in'a new customer service stream and the: types of: skllls/educatronal -
’ quallflcatlons that would be requrred for such posltrons . : :

U MManceEPl oo T gy
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Table 9 3: Task Areas and Skill Sets Requrred

, Customer Servrce T
Tasks N o SR - 'Approprrate Skrlls/EducatlonaI Qualrfrcatrons
- Closer consultation with customers . ... Bachelor of 'Commerce/Marketrng or .-

» .
g?g?;:::'r gﬁys : Bachelor of Arts/Socral Scrences or

One-on-one consultations . . = . * ) ‘Commumty CoIIege Busmess certrflcate or
Day-to-day liaison with key customers. -
" . Analysis-and development of customer' Bachelor. of Scrence/Engrneenng (for techmcal '

'feedback mechanrsms ©~ rconsultations)

. Good communrca’nons and mterpersonal skrlls S

‘ 'Prowsron of better mtormatron to customers . As above, plus good computer skills for Web

Promotional materials’ L site. constructron
Technrcal materrals T .
Intemet Web s:tes

" Faster and more eﬁrcrent service .- - Asabové

“Analysis of service pattems.and
.recommendation of improvements -

Assessment of software and hardware
options (6.g., computers, teIephone N

- systems) for improving service speed
and effrcrency . .

e T lanceet



Appendix A

Annotated Questionnaire:

Part 1: Practical Computer Applications for Business




SRAR 8885888800082 88088883288080888088C088888888088080880
SSS3088038083888888800838288 8888338283008 88880808888888888080888

"C.:;June 18 1996

T Dear Employer

"‘;-‘,.”Peter Sagar e s
o~ Director General AT T Presrdent
-K_Entrepreneurshrp and Small Busrness Offrce R e

Natlonal Survey ot Work OPPOrtum th
| for Quallfled Young Professionals

Part 1 Practlcal Computer Appllcatlons for Business |

e Industry Canada and Canadran Manufacturers AsSocratron (CMA) aré. conductrng a serres of sun/eys of
" Canadian.companies concerning work-opportunities for qualified young professionals. - The.objegtives of. these .
- 8uiveys are to identify productrve -aréas for youth employment and to find better:ways to match young workers
L with high-skill opportunrtres rn the prrvate sector for example |n junror professronal technrcal and management
e posrtrons R O P . i , _ . . -

A current CMA mrtratrve called ON SlTE/A LA SOURCE has been very successful at achrevrng thrs potentral
Sl placrng more than:3,000 skilled’ young workers with satisfied employers. Industry Canada, CMA and other
Ty ‘!assocratrons are now workrng to realrze more of these opportunrtres for youth employment K -

o 5,'_We are sunreyrng Canadran employers to determrne therr vrews on opportunrtres tor young protessronals |n the ‘ |
e ;’_;__‘-followrng areas c N Ce e s : SR S R

IR Practrcal Computer Applrcatrons tor Busrness
2 New Market Development and Exportlng
3 Customer Sennce - AT

L j-rYou are one ot a small number of Canadran employers selected to recerve the sun/ey on' Practrcal Computer
- _,'Applrcatrons for Business. -We encourage you to take-a few minutes. to complete this-questionnaire so-that the _
7 - study results will accurately représent the views of Canadian business. - Of course; your partrcrpatron is entlrely
7 voluntary. . ‘Please note that your respanses will be kept: completely confrdentral and that your answers will never -
<" be'associated with your name o the name of your company If for some reason you are unable to complete the
“ I quéstionnaire yourself, we encourage you fo pass it on to another appropnate contact in’ a senror management
ol .posrtron within your organrzatron LN T e e .

R When you have completed the questronnarre please marl rt to us in the envelope provrded lf you would Irke

- additional information about the survey, if you have-any. questions about completing the questionnaire, or |f you

- .would like to receive copies of either of-the other two Questionnaires; please telephone {collect) Ann Srmpson or. T
- '}ji‘f;Kathy Deeg at Energy Pathways Inc |n Ottawa (613) 235 7976 Thank you tor your assrstance Lo

Stephen Van Houten RN

_lndustry Canada Industne Canada

Ganaclran Manutacturers Assocratlon SRR
Assoclatlon cles manutacturlers canadlans o e



Background on the ON SITE Approach
to Work Opportunrtres for Youth

- Canadlan Manufacturers Assocratron s ON SlTE/A LA SOURCE program IS an- rnnovatlve
~industry-govemment partnership that has been unrquely successfulin meeting the needs of

: '. :__'lndustry and creatrng value-added employment opportunrtles for. young people

- ?j’ON SITE places qualrtred unemployed mdrvrduals in. companres and rnstrtutrons tor srx-month terms . _ E .
- 1o assist with activities that-are. incremental to-the regular business of the’ organization’ and: result_‘, L

T -in"positive change. - The positive response to.ON-SITE has clearly demonstrated that many .

T companles have needs: lor specrallzed human resources that young workers can help fo meet

" ON-SITE. employers select their workers from a number of candrdates prescreened by program N R
'+ administrators: A private sector company administers the program for- CMA: The salarles of RPN

employees are paid by Human Resources Development Canada'in the form of enhanced

. "Unemployment Insurance benetrts Partrcrpatlng employers pay $100 per week for the " o

o management.of the prograrn. .

_ '_;-.,.‘The pIacements of. hrgth qualrfred young protessronals tor S|x-month terms have proven to be
~..'very beneficial to both individual workers and participating companres "ON-SITE provrdes ul-.

. :.. recipients with a chance to actrvely imprave their skills.and experience while. they are collectrng
. benefits.. One-third of the project workers are hired-by their host employers atthe end of their -~ .~ . -
_ .- work ferms, and most of the others find: employment elsewhere More than 97% ot partlcrpants R

- are employed wrthln three ‘months ot the end of thelr terms P S

e ‘-ON SITE has been successful because itis: market- dnven and responds to rndustry s needs
~ . Currently, the program provrdes qualrhed personnel to work on' envirorimental, energy

* management, occupational heaith and safety, and | quality management projects.. “These . P

7. .personnel are prlmanly young, unrversrty educated mdrvrduals wrth good techmcal skrlls but Irmlted . R
. '._--.;workplace expenence RO W , c .

L }CMA and lndustry Canada belreve there are other opportumtres to meet the needs of small and S

.~ medium eriterprises and to.improve the employment prospects of young professionals, using the 5; R

~ ON-SITE: approach ‘We would like your views on how young protessronals could help.your * ... " L
company in the area of practical applrcahons ot computers,” as well as your broader perspectrve

R -on the contrrbutrons of- young protessronals in your lndustry

Sty

e/ .

- Questions? Call the Survey Help Desk collect at (613) 2357976 .-~ "

‘- " National Survey of Work Opportunities for Qualified Young Professionals -




.f:‘a Management and admlmstratron

b Sales and customer servrce

)

_ )
‘__Ic) Marketlng and communrcatrons
e d) Productron of goods and serwces
)

‘ B '.j':e Overa|l computer capabrlmes

EXTREMELY

S8, o%,{'{

DISSATISFIED (1) )

MODERATE
CAPABILITY (4)

* EXTREMELY LOW
- GAPABILITY' ()

CAPABILITY (7 )

21 7%

— 5% 3% 1%

; SE 2%3{5 8

260%
A% 18.0%
108%

"‘ A1% 3% A8%
_;f 12%{;} 31% . 88%

22 7% 22 1%

"'fe 7% 26 0%( 16 9%

1—.3 4% 25 3%

28 4%

22 6%

25»9%

NEITHEFI EXTREMELY

SATISFIED (U

N .| ‘t,.,iI_

o i,1.t.;:_:,-- 20 -

31% 37%

) Overall our company gets a good
- returh on our investments: |n computer 1, 3%

hardware and software

: b) Our staff makes the best POSSlbI & .- ey T

- useof our existing computer

'X equrpment and sottware

, | B |

16 1% 106% 27 3% 35 4% 3 7%

STRONGLY : NEITHER

30 4% -

S '.._-How do you rate your company s computer capabllltres to meet your busmess ST
el (?.*gneeds in the: foIIowmg areas? Please consider only hardware and software: ' -
- staff-skills are addressed in a Iater section. Provide your rating on.the following: sca/e .
s ﬁ', 1where 7—extreme/y low capab/lrty, 7-extremely h/gh capabr/rty and mrdpornt 4=moderate capabrlrty

EXTREMELY HIGH -

5% -::(.‘ - .

1% 8% (=45 =15

201% 4.5
Ed %

28 4% 4 3°/o

" STRONGLY

 DISAGREE (1) " )

56% 8 1% 6-‘9’%

19% X 87% 11 2% 93%

26 3% 37 5% 14 4%

31‘._1% ‘ 81%

12"5%? %

s 2 Overall are you satlsfled wrth the computer capabllrtres ot yourvcom'pany‘?

x 48s 14 b

'3 Do you agree or dlsagree wrth the followmg statements about computer
KR practrces in your company‘? SURTIR : L

AGREE " P

=5, 2 = 14 “

48 sz 157-..:j:-;§-5'»?_,;5

. Natonal Survey of Work Opportunties for Qualified Young Professionals




| 7'}'4"_needed to be competrtrve‘?

.'7.“”5In your view, how weII is your frrm keepmg up wrth computer system changes
- FALLING FAR" . - KEEPING UP ';;"": FAR AHEAD OF
CBEHIND (1) .~ -(4) - “COMPETITION (7).

SR T T - | N I

19% 32% 190% 259% 247% 184% 70% x 456 14

5 In what areas does your company make the most ettectrve use of computers?

In what areas do you thmk |mprovements would be most useful‘? ‘

"~ Il Internet and On-line Services .

6. : ,'Does your cmmpany have access to the Intemet'? | RTEE I
C 2 1e “EI Yes =  59.6% EI . No 404%

o 'If Yes please check the actrwtles for whlch your company uses the Intemet

. E ma|I 889% : " D General busmess/strateglc mformatlon 34 4%

L E| Sales support 16. 7% » . | D Market research and customer |dent|f|cat|on 22 2%
- . Advertlslng promotlon and marketlng 38 9% |:| Technlcal/after sales support to customers 10 O% ;_;-:
[ - . Informatlon on competltors 24, 4% _ |:| Electronlc commerce/electronlc data mterchange 22 2%

D lnternal company communlcatlons (network |:| Intormatlon on product and sewlce suppllers 48 9% ,,

j‘How would you rate your overall mterest in usmg the Internet tor your busmess?
L " NOT.AT ALL 'MODERATELY " * “EXTREMELY. T
 INTERESTED (1)  INTERESTED (4) * INTERESTED {7)

| T T T - T T o | i e

BN S04 262% 2% 64K 60 R=ddssts

. National Survey of Work Opportunities for Qualified Yoing Professionals - .
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A - . A . ! . ¥ . . ) L

o onem

How do you thlnk |ntern_et access could heIp your busmess" In what areas would

R |t be most useful"

9. ;Does your company subscrlbe to commerc|al on I|ne buslness serwces'?

©on=155 - L) Yes=21.3% EI No=787% -

. If Yes please check the actlwtles for whlch your company uses these serwces

E] ‘General bosmess/strateglc mformatlon |:| Informatlon on product and serwce supphers
43.8% - 469%;_. R _ |

E] Information on c‘omp'etitors _12.5%_ |:| Technlcal lnformatlon (eg new technologles R&D)

] Market research 219% " D Other (please SpeCIfy)
. 250%-. ,

~ e -
N~ .

) _.'10.' How |nterested are you in. explorlng use of the |nternet or on- I|ne busmess

. ,-'serwces for the foIIowmg strateglc buslness pIannlng act|V|t|es'?

NOT AT ALL . * MODERATELY. . EXTREMELY :
INTERESTED . I‘NTERESTED» » INTERESTED RN
~_(1).. R ()Y L

R R BN Y B R T

| )Research mtonewbusmess o, 4270 BQ0. 5490 AR ASL. 13 (6L - -0 ROL - -_ _ -
owames 15.,8‘/0 187% 89% 247% 16.4% 110% 96% R=38s:19

*b) Rscarch o new tecmooges tat AT 13 T%. 75 22% 205% 144% 55% X=386=19

you could potentlally Ilcense oradOpt T

) Research into sources of aSSIstance | 11 % 1,1.0% .10.3.%‘27.6% 15.9% 16.6% 6.9% 1)'(;4.0 s=18
o d) Technlcal mformatlon C %% 10% 41% 23.3% 205% 205% 116% X=44s=18
e )General busmess/strateglc mformatlon 8.8% 8’;8%":5__.4% 299% 218%\, ‘_18;4% 6.8%’»5' _)_‘("=.f"4Q3 s=16

- ..: .N;at'ionalSurveyaflwolk Oppoitupitiesfotaoalifieﬁ Yot_ihj;-Profe_ssiohals N T 3



Il Computer Needs for Management and Administration

1. How useful do you thmk the followmg |mprovements would be to your f|rm s
computer capahmtles for management and admmlstratlon actlvmes‘?

'NOT AT 'ALL MODERATELY - EXTREMELY. .. -
' USEFUL (1) .. - - USEFUL-(4). - . USEFUL(7) - - . -

. Strategic Business Planning- -~ . 1 23 4 B . 67
o )'Reéearchlnsupportof'st'ratéglc e T e e
- business objectives (e.g.,.new =~ 52%  105% 11.8% 35.3% 17.6% 157% 3.9% X=41s=15

opportumtlesorsupphers) S - S

) :g&gg{:ggﬁ%'f‘uﬁfdfﬁ;mes of U e 184% 107% 14.5% 14.5% 86% 53% %=33s=18

c) Competve ntligence ' 0%%. 7% 112 18% 263% 27% 9% X=45s=18

.d) Research into new markets " 5.2% 7.7% - 9.0% 1'8_.7% ,"2'4.5,"’/;»"?.3.,9%, 11.0% %=47s=16
. FmanclalManagement - R FR 3 4 5 6 YA -

x) Electromc |nv0|cmg fA R 66% : 92%.  6.6% .115.8%' 224% 22.4% A71%  X=4,

) Cost management/control : 26% 5.8% - 5.8% 181%194%297% 187% %=5.1 s =16
g) Payrol R BE% 78% 91% 208% 14.3% 208% 214%. K=48
oy Fmancnai/tax plannmg . B8%. TA% 91% 25.3% 208% 169% 149% RX=46s=17
) Accountlng/bookkeeplng - . 3.9% 1A% 52% 23.4% 14.9% 24;0%__"_2'1.4.'%' X=508s=17"
| ’) E,LZ“J{,?;‘.‘?niﬁiﬁt:;‘;e“’“_a”se with your_-;7.2%*:i 5.9% 5.3% 23.0% 217% 204% 164% X=47 s=17
| : Other Management Functions .~ 1 2 3 4 R 5 e T - o -

) ﬁ)‘;’}f:g‘gggﬂa””,"_‘gf‘”d profeet 4,00, 13,3%,100%‘ 147% 227% 260% 19.3% %= 50s= 16:',
1) Inventory management/control " -1'0.‘6%'_ 9% 7 % 17.2% 17.2% 172% 225% 'x 46 s 20
- m)Electronic data interchange with - - . o o i

- suppllersand clients (eg automatlc 74% 7.4% 87% 18.1% 181% 20.8% 19.5% ’)'(:_4_.7 s=18
: ordenng) - o : T

)Personne!lhuman resourge o 4_5%' -9_7% 8.4%

management” 26.5% 239%174% ;9.7% %= 45 5= 16

) Productwlty analysns ST '3.2%"'4.5%. '6.5"’/_0' 4'1,'6.9'%' '_1'8.,"8""/01 292% 208% x 51 s= 16'AA‘:

6 . " Natiorial Survey of Work Opportunities for Qualified Young PrbfésSioné[s'_




L _12 In your wew, what are the ma|n advantages of mvestments in computer o

technologles for management and administration? What are the driving forces

behlnd your mvestments in computer hardware and software for these actrvrtres‘? -

V. Computer Needs for Marketing and Communications

13, How useful do you think the f’oIIowmg |mprovements would be to your flrm B

computer capabllltles in: marketlng and communlcatlons?

NOTAT'ALL - -~ - MODERATELY. - . EXTF{EMELY' o
* USEFUL (1) ~ USEFUL (4) - -~ USEFUL (7) .~

(e 9. presentatlon software)

) Sofwl for sales support 85% 105% 85% 261% 216% 1‘3.1%--,1‘1‘.3#/;';‘-3:'4.‘3 s=17

(for new customers)

| ) Databases of eX|st|ng customers A% 4.6% - 9.9% " 24:3%. 15.1‘3/9':27.6% 13. 8%_)_'(3:‘4.8'5»:1.6 &‘

) Productlon ot marketmg and

B ‘i_;b) Marketingsales databaS?S_ T 103% TT% 9.0% 14.8% 226% '22;6% 2 % %=455=18.

_ .. d) Intemal companycommumcatlons RO oo 0a0 1aao. o8 Ao o Ceal
(eg emall networks) 96/° 71/° 103/° 199/° 224&160%147&)('458'18

- promotional materials (e.9., desk top " 9}1% 71%117%195% 175% 14.3% 208%)'(:46s=19 ‘ ‘V ;

pubhshmg graphlcs)

(‘.

"'i14 In: your view, what are the main advantages of mvestments in computer

technologles for marketmg and ‘communications? What are the driving forces
behrnd your mvestments in computer hardware and software for these actwrtres‘?

* - National Survey of Work Oppor_tunities:for Qualified Young Professionals -~ '~ . 7 .

. f) Internet access o :9;1%' : _'1>1.7%‘, 84% ; 240% | 1»6.9%“}416:2%" 1'3t6°/o .5'(.: 4.3 s =18



V Barrrers to Computer Use

,'.15 Please rate the extent to whrch you think the lollowrng problems present barrrers -
to |mprovrng your company s use of computers. : :

NOTA 0 MODERATE, - = . SERIOUS
‘PROBLEM (1) * PROBLEM() " PROBLEM (7)

I B .}l?,--'.I'w_g' | -
1 2 3.4 5 B 7

a) ggfsttN c;frgpgradlng hardwafe and 78 TS B2 200% 29% 13% 145% X=44 s=17

ot )Lac" of personnel W'”? S”f_f'c'e"t - 94% B8% 14.4% 23.14% 169% 16.9% 106% X=42s=18
computerskllls o R o e
: _)Uncertalnty about what computer - . ¢ . - e
technologies/programs are most * * .15.9% 10.8% 15.9% :-'21.7% 127% 185% 4.5% X=38s=18
“appropriate for my business =~ - - .. .. R

)Stalf resustance to change -'4"175'8%' 15. 5% 22.4% 19 9% 105% 11.2% 3.74%' . )‘(;.3.4‘s‘=:l.7_-:_
€) Management resistance 1o change ‘. -.'19 4% 188% 17;5% 205% 1,1'.3%_:__9..4% "3..‘1'%.,":'/)'(_=,'3._3'.s'_'= '1'.7_

"~ "f). Concems aboutthevalueoffrequent | B 4500 50 8% . DA% 9 E AN % AE c 7
. upgrades to hardware and soﬁware 50/ 5'7%.-'1 _2'0'/° 22'% 2 0 3/"215/" '-10'.'1./" : )’(7.4.5,5_'1..._7 -

9 tLr:?nrlnnlgg CUWG_S/COStS of staff - 5°/' 56% 16.3% 28.8%-_18.3%' f'1‘5-.o% 100/ ,_‘x'='-4.3 ‘-s=,1.5',‘ |
16, What are the most |mportant problems that your- company laces in the area ol,'
L makrng |mprovements to computer capabrlrtres'? : '

- VI (Computer Skrlls and Human Resource Needs

R VS How would you rate the computer knowledge and skrlls of your employees
workrng in the lollowrng areas?

EXTREMELY MODERATE o EXTREMELY S
LOW (1) . . 4y . "HIGH (7).~

a) Management and administration ~ * 1.9% ~ 3.7% ,.-_-58% 33 5% 34.8% 15. 5% A% R=465=12

b) Sales and customer service < 4:5% "19;1_%- 13, O% 35 7% 255% 9,-1% ,1.9%', X = 41§13 -
- Ma'rketingand commun_ications U 34% 8% 1,5..1%‘35;_6% 2_5.2% 8% 27% R=41s:13

8 . MNational Surveyof Work Opportunities for Qualified Young Professionals




5 d) Productron of goods and servrces 2 7%

f) Yourown computer knowledge and 57% 4 4%"‘_:_2’8‘]2‘%
SI(IIIS : -

) Management and admrnrstratron

S B b) Sales and customer servrce

. f_';i'-»j%v",j.19 What are your most pressmg needs for computer skllls?

EMELY- - MODERATE EXTREMELY R
Vo ) HEHE)

.): EIIIIEIOV%S overaII knowledge and - 0 6% 69% 16 3% 4 1 9% 23 1% 81 % ' 31%_

3 zze/zsu -éz;si%: ww 4

18 How would you rate your company s shart-term needs (| e. “in: the next SIX months)

for better computer SkIIIS for the- followmg busmess actlvmes‘?
R S NOILITTLE :‘-.'_:‘ MODERATE 5‘_ GFIEAT s
”NEE_D( ) NEED (4 @ NEED( )

- d) Productron of goods and sennces | 113% 22 0% 100% 187% 18 0%' 14 0% 60%-'..""7;_._‘. : '

'IVII Opportumtres for Young Professronals

wrth computer skllls to fmd work wrth your company?

“NO/FEW™ : SOME B MANY
s OPPORTUNITIES ( ) OPPORTUNITIES ( ) OPPOFITUNITIES {7): -

SR DR N I B

{'_’8% | 178% 301% 24 7% 11 0% sa/o RE43 §214

| \;:;9 4% 15 7% 11 3% 2‘9?6% zo a% 8"8‘% 4 4/ox=385=16
',,f~'§,.:~13 9% 14 &% 101% 2. 4% 20 3% 14 6% 2%
RS ) Marketrngandcommunrcatrons .{‘145% 16 4% 125% 21 7% 197% 9% 53°/o

el 95/ 25 9% 4% 20, 3% 1, 8% 8% 32% . R=d4s=16

_120 How would you rate: the opportumtles for hlghly quahfred young professronals"s':*":

- Matonl Survey of Worl Opportunitiesfor Qalified Young Prfessionals = . . .= " 9 "




L n’ 'Generally speakrng, how do you view the benefrts or payoﬂ your company recerves,l_ =
R ,,'_.,from hrrrng young workers in professronal or. technrcal posrtrons'? Cep e
+ EXTREMELY. - “MODERATE - - “EXTREMELY o
Ly LOW PAYOFF - "PAYOFF - HIGH PAYOFF B S
."_“,31'.4.,% 61% 155% 31 1% 4, 3% 132% 4/o X=43 é'="_1-_'.3..7”,

"'2'2.";_]"In your oprmon would the followrng characterrstrcs of a work experrence program?’;_j
o ,Vbe posrtrve or negatrve features" TR S i - RE

R N EXTREMELY NEITHER - EXTREMELY

- NEGATIVE (1) (4) POASlTlVE_(7)

S / DA 1 S22 3 4 ., 5 P T
)Program led by the pnvate sector and Lo T T e

_ . supported (e.g., hnancrally) by the 6% 15% 8.0% .15 3% 38 0% 24,8%;‘ 8.8%  X=49s=13 .
o publlcsector Co Tk S T T T P T SN U TP

AR b) ProV|S|on of practlcal workplace ,, T o -: 'o"' i o o 5 s seil.

S ) Partlal salary subsrdy, lmked toan ' o T e L
' obllgatlon to hire the worker at the end 11 6% 15 6% 146'.3‘% 21.8% 19.0% 13.6%  2.0% . X=3.7's=16.
-of the workterm oo e U s T el

{d) Focus on non- productlon actrwty T L LIS
- (i.e., work that mlght not otherWIse 68% 8-3%:,, 18.4% 30.6%: 23.8%. 102% - 1.4% "X =39 s=14 - °
Qeldone) Lo e e e T T e T e D

- ) Program led and flnanced entlrely T o e o g -_ 10 s
by the pnvate sector - r '; 71% 1 00% ”1;6744@ 357A:150%79%79%x-405 7}1'_9, o

o Eliié’rléﬂéb"“ ot ”.”°“‘ CBTL 2% Ut 0% 513 120% R80T
:g) Employer pays no salary costs but L Gy e R e e e T

| BRERTIIITINT o n un an m g e
endoftheterm : L T e T SRR S

s ) Program restncted to young people 12 8% 12 2% 11 5% 324%176%115% - 9.0% )'(=37 s= 16 :

" ) Emphasrs o hlgh Sl jobs 62% 3.4% 32% ';30;1,% 17.;1% : '2‘5.3%:- "9.6%'3". x=46 s =1e

' 23 Do you have any comments about these or other aspects of a work experrence
program for young professronals that mlght cause |t to succeed or to farl'?

B '.-.lv_a_tigpal,éurvey bf'Wdﬂ? Ohhoﬂu’rrities;farléttualiﬁed.yoi}l;y Professionals




24 How |nterested wouId your company be in partlclpatlng m a program to prowde .-

., 25 Do es yolll‘ orgamzatlon operate at

| '_";*7;'::-“‘_,_;MuItlpIe Iocatlons in Canada’f \ it
,_,Multlple locatlons ln Canada and other countnes? - i

26Your Iocatron rs

ey A d|V|S|on or subsrdlary

s -f:",'-"._‘ﬁ';.?‘.At your Iocatlon” e e || :Atx'}\ll_ | } | ; X 936 s 1930 \
: zgover the Iast 24 months, approxlmately how many new staﬂ has your company \

_. '_ _. professlonal technlcal pos|t|ons7 (lf you don z‘know please c:rcle 999 )
.~.1.‘;_’-"‘-_'.5.NUmber of new h|res in Iast 24 months L CLR=

"Af""i?'_:,2..9;_‘.':;._APproXImater how manv 0f these new hlres have been under 30 V%"s °f age‘?
T -ﬁNumber of new hrres under 30 |n last 24 months O R
30 : T'For how manv years
S 'f-fHas your flrm been operatlng’?

o ' ~~_;Have you been emponed W|th thls company?
- - ."_:;_}3f|_'.‘f~l;What is your posltlon w1th|n the organlzatlon‘? | “nE 156;.3"5;,'_'
' "Manager: Human Resources/Personnel . - 3
5

o fManager Other areas of responsrblhty (please Spec:lfy)
v "-‘"."’;‘Other (please specdy) L L T

work experlence to’ young professlonals?

“NOT ATALL SOMEWHAT - EXTREMELY. S (LG
" INTERESTED R . . INTERESTED (4 ). INTERESTED (7)

84/ 12 3% 14 3% 255% 201% 117% 65% i

VIII Background Characterlstlcs REERRIIN
570%;‘1“1 RN
29 7%—";’__.- DO
13 3% T

A single- locatlon"

s '.‘_'Head offlce . T SR 878% i

' '.'_f;;lHow many fuII-tlme staﬂ does your company employ‘? L e

|| . ||| x 2591 5= 5190

e femployed for jobs requiring highly skilled workers: e.g., management

x-55 s 123

3328 363
i 1168 95

“Owrier, President. or CEQ":

35 9% ool
33.8%
__ -;‘71%%31‘;

L Senior. Manager Executlve Offlcer General Manager

e s Nauonal Survey of Work Oppon‘unmes for aualrfled Yaung Professronals-' L




32, We welcomie your comments on the topics. covered in this survey.

.","Would you be mterested m recelvmg a brlef summary of the results of thls survey?

CLYES Mot n= 154

L mwe o :':."" '_'l N

. If "Yes", please print your nanie and mailing address below. - .-

7 Namer..

"-:}Trtle

B ,’Company

. Mailng Adcress: "

Postal Code

|nternethma|| L

Fax' (Y' )

Thank you for your ass:stance

National Survey of Work Opportumtles for auallf:ed Young Profess:onals e




Appendix B

Annotated Questionnaire:

Part 2: New Market Development and Exporting



Natronal Survey of Work Dpportumtres for
Qualrfred Young Professronals

Part 2 New Market Development and Exportrng

'June18 1996

| ;Dear Employer -

3,,

- Industry Canada and Canadran Manufacturers Assocratlon (CMA) are conductlng a senes of surveys of

Canadian companies, concerning work opportunities for qualified young professionals. The objectives of these

.- -’surveys are to identify- productlve areas for youth employment and to find better ways to match young workers -
-+ with high-skill opportunrtles |n the pnvate sector for example in junlorprofessmnal technlcal and management
e _posrtlons L . , 4 . o o

“* A current CMA rnrtlatlve called ON: SITE/A LA SOURCE has been very successful at achlevmg thls potentral e
- placing more than 3,000 skilled young workers with satisfied employers. lndustry Canada, CMA and other
- ;assocratlons are now: worklng to reallze more of these opportunltles for youth emponment

. Weare suweylng Canadlan employers to determlne thelr vrews on opportunltles for young professlonals |n the o
. following areas: . ~ : Lo oo S

t Practlcal Computer Applrcatrons for Busrness
2 New Market Development and Expomng
3 Customer Service - ‘ :

A ',_ . -You are one of a small number of Canadran employers selected to receive the survey on New Market
o Development and Exporting.; The importance of this subject to Canadian business is reflected by the recent
" merger of CMA :and. the Canadian Exporters’ Association-to form the Alliance of Manufacturers & Exporters

Canada. We encourage you to take a few minutes to complete this.questionnaire so-that the study results will

“accurately répresent-the views of Canadian business.. Of course, your:participation is. entlrely voluntary.- Please "
. note that your responses wrll be kept completely: confidential and that your answers.will never be associated with
* your name or the name of your-company.. If for some reason you are.unable to complete the questionnaire
C yourself we encourage you to pass it on to another appropnate contact rn a senror management posmon wrthrn
- -your organrzatron L o e Sy _

- When you have completed the questlonnalre please mall it to us in the envelope provrded f you would lrke Lo
. additional |nformat|on about the survey, if you have any questioris about completing.the questionnaire, or if you o
~ would like to receive copies of either of the other two questionnaires, pléase telephone: (collect) Ann’ Slmpson or '
- ~"Kathy Deeg at Energy Pathways Inc |n Ottawa (613) 235-7976 Thank you for your asslstance ‘ "

~ Pter Sagar T L ~>_Stephenovan:HoUt_en» -
- Director General e ©oe o7 President vt
Entrepreneurshlp and Small Busrness Offlce EEE B

. Canadran Manufacturers Assocratron

t|ndustry Canada : |ndustne Canada- o Assocratlon des manufactunars canadrans




- . Background on the ON SITE Approach
o to Work Opportun|t|es for Youth

' Canadlan Manutacturers Assocnatlon s ON SlTE/A LA SOURCE program is an |nnovat|ve

industry-govemment partnership that has been unrquely successful in meeting the needs of
-industry and creatlng value-added employment opportunmes for young people ‘

- ON- SlTE places quallfled unemployed lndlvrduals in companles and |nst|tut|ons for snx-month

 terms, to assist with activities that are incremental to the regular business of the organization IR
and result in, posltlve change. -The positive response to ON-SITE has clearly demonstrated that -

‘many companies have needs tor specrallzed human resources. that young workers can help to
" meet.. L . T .

- Unemployment Insurance benefits, Partncnpatlng employers pay $100 per week for the
. management of the program : S

,V._',"The placements of hlghly qualltled young professlonals for snx-month ferms have proven to be
very beneficial to both individual workers and participating companles ON-SITE provides Ul .
. recipients with a chance to-actively improve their skills and experience while they are collectlng

~benefits. .One-third of the project workers are hired by their host employers at the end of their -
- work terms, and most of the others find employment elsewhere: More than 97% of partncnpants '

are’ employed within three months of the end of thelr terms

ON-SITE has béen successtul becaus it is market driven and responds to lndustry S needs |
Currently, the program provides qualified personnel to work on environmental, energy .

"+ - management, occupational health-and safety, and quality management projects. These : .'
personnel are pr|mar|ly young, unlverslty educated mdnvnduals wnth good technlcal skills but llmrted’ .

’ -fworkplace expenence o

- CMA and Industry Canada belleve there are. other opportunltles to meet the needs of small and
- medium enterprises and to improve the employment prospects of young professlonals using the .

. ON-SITE approach, We would.like your views on how young professionals could help your-

: ;company in the area of new market development and exportmg, as well as your broader
. perspectlve on the contnbutlons ot young prolesslonals in your lndustry

. .Questions? Call the Survey Help Desk collect at (513)235-7’92_5. S

~ ON-SITE employers select thelr workers from a number of candldates prescreened by program -
. administrators. *A private'sector company administers the .program for CMA. The salaries of
~ employees are paid by Human Resources Development. Canada in the form of enhanced 4

'National Survey of Work Opportr'rnities for Qualified Ya'u,,g PfafeSsionals




:'ff'jDo you expect your company s sales to mcrease or decrease over the next 12
e *_j..months? SRR R | SRR

e )Total sales = “3‘%’“‘5'.8%- 20 5% 43 0% 19 7% 94% =50 8=11
b) Domestlc market sales 10% 90% 37 0% 82 5% 14 5% 60%)'(:473:11
| )Export market sales St
G f..?_'2."_}.“'1_Where in- Canada does your company currently seII rts products or servrces‘?
o -f-iil(CII'C/B a/l that app/y) o e S ST

| :'A_.{;-v}(',Brltlsh Columbla '
'""""-:.f-__}f-'Pralnes RR

N ;_':.f;omano

2 AAtIantlc i it
o No sales W|th|n Canada i

-+ 3. Does your company currently earn-revenues from export sales? .

iﬁ-:;f_;exports‘? LT SR
BN Percentage of total 1995 revenues denved from expons

SIGNIFICANTLY SAME SlGNIFICANTLy.; O

- '""'Yukon and Northwest Terntones

- '_Quebec

S n=229 3 60 7% 39 3% If Sklp to Q #8 on page 4

;~K.'.;'.-::For approxrmatelv how manv Vears has your companv been exportmg?
’*‘"-“:_»’__Numberofyears SRS S SRk

'-*x_142s 133

x 394s 311

Natranal S urvey of Work Opportunrtres for aualrfred Young Professranals

| DEGREASE STAY THE  INGREASE - S -

i os% 3_;0% 24% % 7% 31 7% 20 4% 1, 2% 505:12




A) What are your current export markets? (C/rc/e al/ that apply ) S
B) What are tIhe mam products/servrces you sell in these markets? o

A EXPORT B)PRODUCTS] ~ . 0
CMARKET : © - . SERVICESSOLD .~ % " - owo ol

T'»MeXIco i " s L ) 214% R

e ,“ i . L . 2
" 'f':ff:-WestemEurope i 8+ 208%
A 4

»,Eastem and Central Europe A A18% AT

Southeast Asra/ Pacm(‘ le 5357% . e
S0 AR s W T SN St

Central & South Amenca (excl Mexrco) i T 208% _

. 'Mlddle East i 8 ATA%

s ,47 Overall how satrsfred are you wrth the degree of success of your company s past S
and current export actrvrtres? o . S 2

_ EXTREMELY NEITHER SATISFIED EXTREMELY
e DISSATISFIED- NOR DISSATISFIED - SATISFIED

2°/o : .1% 10 6% 24 6% 28 2°/o 23 9% 6 3% o )'(:47S=14 S S

VIAI Export Market Opportunltres and Barrlers

o 8 How would you rate your company s overall |nterest in exportlng and/or rn
o devcloprng new: export markets over the next 24 months‘? .

NOT AT ALL. . MODERATELY EXTREMELY
..INTERESTED - INTERESTED “INTERESTED -

2?4% 09% 09% 103% 136% 224% 294% x 48 s 23

If not at aII rnterested please skrp to 0 #14 on page 7

® 4 i __“ “ ;‘ : 1 i Naoonal .S‘urveyof Work 0pportunrtres for aualrfred Young Professronals‘f . L

il
.r




9 How mterested are you in mtroduomg your produot_s or servrces or mcreasrng}fﬁf.:_’
your companys sales to the followmg markets'? : IR

.  NOTAT ALL - MODERATELY EXTREMELY
RS INTERESTED *INTERESTED: INTERESTED

4 8% o 6%,‘{-2 4% 8. 1% 97% 21-.3% 51 5% X=59 5216

R 15 e%;-}f 3.3% 6% -‘.{-18 0% _'-) 19, 7%-1 1% ;25 4%, | x=4e §=21

S )
o “'::rf-:-j.b) Mexrco

o) Westem Europe L s, 3%;-_:3_3%:5‘-‘2_.-.5%3_}_’-1\,7-‘5%‘; 12.3% j14é%}5 08% %=47's=23
g d) Eastern and Central Europe.g'_-_ »_‘--».f:».;‘? ‘525 7%67%57% 181%12 4%* "jf"11 4% A
| ':.fe) Southeast Asra/Pacn‘lc ern_'1 24 2%25% 42% ;.1.:2'.-5%J;i:'100%" .‘,_17 5%"-:"‘,-, % X=45 522

o f.f;':ff) South ASIa 32 o%}-fo__ttfo'/o'l‘. 72%15 5%[12 4%"_-5'11 3%;; 86% X=385223

(excludlngMeX|co) ‘ USSR R T
) MiddeEast. o ‘;33 7%{:1;7’_.\_‘,”"%‘-" "*j;_.‘:t_p.z%f13 3%,-122% -_,j17 3%." X=37'8=24"
) Other (spemfy) 541%

‘_'~f13l_.f5% 4% ,-10 _8% f'ﬁto 8/ox=298= 2;3

f’;,;_zg) Centl & Soutn Ame”c_? B ] 2%{;-_;9;9:«?/;,{‘1{._ 75% 16, 8%_:_.'_,15 9%1;.11 2% | '22'4%‘-; x=428222

10 To what extent do you need the followrng types of rnformatlon m order for your
company to take advantage of export market opportunrtles? SR |

e T - "~ NOJLITTLE - MODERATE L HIGH f

.;. NEED() NEED (4) NEED() 3

: ‘) Characterlstlcs of the markets |n i

-Wwhich you are interested (e.g., costs 76%1:-;‘5:.'1%" 13% 191% 134%191%344%)'(=52 s=19 o
regulatlons quallty requuements) e s T e ‘_ T T

":’b) Sales opportunrtres rn specn‘rc markets 5 6% — 37% 168% f26 7%: 32 3%‘3’_,“.x '5 5 s 1 6 X

ro ems you mrg tencounter o_--' 14.6%. o"; 5.3%. o.,':";X 52 s=
)P b h | 76‘7 __ ,146‘7 1717_2 37 2917_ 18 -

) Drfferent ways to enter the markets Srl Do Tt
' |n Wthh you are mterested 67 19%63% '_‘146% 127%:’..._ !

'~_'?f’\’,.f) Overall knowledge of the mternatronal ;‘i‘.ff"‘f"-;,';:;.fl' o o o-_ _
o markets that rnterest your company 7'4/"; 37/°56/°15°/° 157/" 223/"273/0 X =5.1 S- 13




,_ . ,'b) General research and plannlng
- (e.g.; assessing export capacﬂy, R

tne :e) Dn‘hcult to obtaln fmancnng

R g Language cultural or. socral barrlers

1,"_". -

1,1‘.' If your company has an mterest |n export growth (whether you currently export
~ . or-not), how would you rate your company S status wrth respect to the tollowmg

" NOT AT ALL SOMEWHAT

" READY: (4)..

COMPLETELY
READY (Y

_‘_' steps needed for export readiness?
| "7 READY (1)

- a) Your company’s overall readlness
1o take advantage of export

2g%
opportumtles [ RS

3.5% 4.1%  188% 200% 30.0%.

= 4:2%[; 54% 145%30.1% 205% 17.5%

B |dent|fy|ng potential markets)
) Market research (e.g., researchlng
- competitors and trade environment;”

. identifying partners, Jomt ventures or ;
"~ distribution networks) - L

. d) Deterrnlnlng changes needed o o -_" 4 37
' products and production processes =
- for export’ markets - 5 -

c ) Detalled plannlng (eg developlng L
promotlonal strategles logistical plans 107%
- -pricing and payment systems; .. - " .
“arranging fmancmg and- msurance)

) lmplementatlon and monitoring :
. {e.g.;implementing productlon/process 57% ,
changes; test- marketlng, evaluatlon
© . .and rewew) . :

GTh BN T0A% 2% 0% 100%

6% 165% 25.0% 152% 23.8% 9.1%

8% 13.0% 219% 21.3% 160% 83%

9% 14.5%',;'-,2'4;82/;;‘7-_1'4;5%- 22% "vt-o;s%,

78% ) " _C;;; :. .

42% 'I

X=458=16
Cx=42s=17

X4 5217

12.: For your company to what extent do the followmg problems represent barrlers

: to successtul exportmg‘? S

S o S TUNOT A
PROBLEM()
|

MODEFlATE
PROBLEM @

SERlOUS

) Level of mvestment requ1red IS
excesswe BRI

o b) Lack personnel tlme to research and
‘ tollow -up export opportunmes

) Level of nsk is too hlgh S ".“"-13.3%

s "d) Difficult to flnd partners '” the export '
o market oL = ‘12.0%:':“

o ff:-;1's~,o%,‘;14.8%' 'f";1o,5%; 265% 136% 12.3%

e ee%j»;108%‘2”'2'2".2%;5_‘25'.7'%-::1'86%';“

123.9%
9%

7 3% |
16 5%.‘ %

127%
28% "'1_,7.1%'

10.4% 20.1%
_';'13 9%»‘
26.2% 10.4%
26.9% 10.0% -
22 o%'_.'~1~1 3%

128%
“12;5%,_19 4%;,‘
16. 1%-:._-15 5%.
14, 1%__

._ o 183% 177% 1
o 1). Delays/dlthculhes in recelvmg payment 11.9,%

B 21;4%

5731%_1'
125% 6
g 95%;;:
o h) Trade regulatory clnd non tarlff .

barr,ers - 129% 14, 1%_:,23 9%;{.16 6% 8%

.
2% =3,
o 2
6.9%. R
4'2’%;,13 -3

l’IROBLEM o

6.2% - %=1

o ‘. b‘ | L S :_-,.-.,4._‘? L Nalmnal Surveyof Work Opportunrtles far aualrfred Young Professronals




14 How rnterested are you m expandrng your busrness by U
e e L T INOT AT ALL T MODERATELY. | EXTREMELY_,\_-__‘_.‘-_", IR
: INTERESTED (1) INTERES_TED () INTERESTED (U
Cenebs 6 T

a) lncreasrng sales of exrstlng products { AT e T e e e T T T
'- ~and services in the province in'which "3 g9, " 979, 590, 16:0%  11.6% 19:6% 46.7% - R B8 § S4B - -
your company (or your branch/ofllce) 13/"27/"22/" 160 /°11M 196/"467/")( '585'15 "
lslocated S s T S e e T s

'b) lncreasrng sales of exrstlng products e s T e T
and serwces elsewhere in Canada Bt 987 »1 8/5’; 54/" 94/" i . ) : '

) Selhng new products and servicesin - R It UG A AR
" the province in which your. company 68% -‘36‘,’/9.".‘_‘:‘554% 19 0% 11 3% 19._9%._,_‘: .5% X =5.2'8=1.
e (or your branch/olfrce) |s located | . R e

S hd) Selllng new products and servnces i o - 5 __
R elsewhere in Canada 14 50/ 45%68% 132% 1454’177% 286% x ‘485-21

15 To what extent do you expect to face competrtron from srmllar products or:‘:f}{?
servrces already avarlable in your target markets'? T e

NO/VERY- LITTLE :»’f SOME o HGH L
" COMPETITION - COMPETITION COMPETITION :

(1> S O3} (7) S
L 22% 2;2% 7% 11 2% 16 5% 26 3% 33 3%

.« Ntonal Survey of Work Opportunities for Qualified Young Professionals -~ """ =yl




i 16 -Is th|s eompetltron ma|nIy from domestle or forelgn based eompanres"
: '_"A"_-":Domestrc companles : : : : ) 38 6%" :
"+ Foreign companies . w2 198%: 1
e .'-_"Both - i 41 8% '

L '1?'7(.2‘.,-"ITo what extent does your company face the foIIowmg problems m expandlng

'.-”-;sales in Canada" PR Y
G , C CNoTA L MODERATE - SERIOUS -
PROBLEM (f). - PROBLEM' () _ PROBLEM()

| )Lac“ o '“fo”“a“"“ °,“ ma’ket 24 9% 19 7% 122% "‘24'-.‘9%.}';‘”9.9%, 56% 28% R=30§=17
opportunmes o ‘ 4 e R T L

L -'b) Lack of personnel tlme to research o 0 % 504% 14 o 5 4 o __ o e
andfollow up marketlng opportunmes 167/" 144/" 116/" 20 4/" 144/"185/" 42/" x_375-18

| ) Lack of money to.invest in marketlng 19 8% 16, 5% 13’_2%‘ 151% 15. 1% 142% 61% " : ,-(= 35 s=19

and/or new produet development

- d) Dlstrlbutlon transportatlon and o o . ,o e o o _ _ S
o communlcatlon costs: - 220/" 182/" 159/" 21 0 /° 136/" 65/" 28/" : x_ 325'17
RERREY ) Tnter- provmmal tfade. barrlers » 5 o ame Ado e o __ o _ 0
(eg regulatlons) e 39”’ 21% 85/" 11“’57/" 66/" GM x..27s_19

co8 iDoejS'_your ‘e.o_lmpa_ny_'.»fa_ee any othe'r,ha_r;rie'r,s_ to mereasmgdomestlesales‘? R

IV Human Resource Needs and Oppportunities

19.... Generally speaklng, how do you view, the beneflts or payoff your company -
B reeelves from hiring young workers i |n professlonal or technleal posrtlons‘7

", EXTREMELY " .. MODERATE - EXTREMELY- "
TLOoW PAYOFF() - PAYOFF (4).." HIGH PAYOFF (7)

3)5% 79% 9_.4% ke 2% o1, 8% 19 3%_40% o xedassta

© 8 ... . " National Surveyof Work Opportunities for Qualified Young Professionals < -




20 Please rate the extent to whlch you th|nk the followrng problems present

: ) A lack of technlcalor SpeCIallzed sktlls

'.__'f f‘ ) Alack of enthus:asm and commltment

_‘g) The costs of hmng, supervnsmg and
h) The costs of salanes and beneflts for

) Changmg human résource: practlces T

barrlers to. young people who want to get jobs in your lndustry

Flrst cans:der the skllls and charactenstlcs of the praspectlve yaung warker o

NOTA "  MODERATE" SERIOUS
PFlOBLEM() _PFlOBLEM {4) - - PROBLEM (7)

121/0 152% 10 3%~ % o% 126% 13 0%;,‘,10.'8%:_"11_'_"‘;’ 9521

) A [ack of general SklllS such as
language math and communlcatlons

forthejob or prfesson. 44<y 10.-1%:-_:.7.5% -:-1e.7% 194% 23 8%-:..'_1e;_1_f>r_/;;

to. thelr work 14 0% 149% 11 3% 195%131%136%136% '§=20".

L ‘A."i‘_:"-d) Alack of Practlcal work expenence 13% 5~ 3% 1o 2% 23'_-"1%-7'-’26:6% 25 8/142/
Cehe Iack of good ob opportuniies 53%‘ 63% 86%" 24’9% 22 208%-'_j'.f1"f>"9“’/€f-"f
o f) Unreallstlc expectatlons aboutlhelr “

valu i e oo makel 23% 74%» 101%. 281% 2o3% 147%-"171%»\__;:; 47 's=1,

Next consider the. problem af barners to ]abs far yaung peaple fram the |
perspectlve af the emplayer St

Nor A MODERATE " SERIOUS "
PROBLEM ( ) PROBLEM (o) PFlOBLEM (7) S

L 3 4 5 6 7

training new employees <, 31% 7% 11 5% 280% 209% 20 °°/° 98%’_‘=453= 15

new employees 5 8% 71% 145%255% 199% 168% 9 3% )-(=44 s =16

~(eg., dOWnSlZlng, outsourcmg, contract 63% 143%126%265%183%143%72% U Redls=16
workerS) e T e e B R T e e L e

») ThOOe lack of jOb opportunltles D AT - S T T T e e
prowded by my lndustry to qualmed 4 9% 10 8% 11 7% 23.8%_‘19;3%;{;18,‘8% :.10.8%'_ ;\~)'(:'= 4_.43,,s¥=,,“1’.‘7_
young prolessuonals e P ' e

e

How would you rate the opportun|t|es for hlghly sk|lled young professronals to |
work in |obs |n your company related to market expansmn and development of

S NomEw s T MANY";Q*-J e e
S oppomuumes (1) OPPORTUNITIES ({) OPFORTUNITIES (1

68/ 122% 15 3% 31 2% 167% 118% 50% {f'f-"\ CR=89s=tE

o ?"f_.f,;NatwnaI Survey of Wark Oppartumtles for aualrfled Yaung Prafessmnals ‘ '_"‘1' o o ‘ '\}\ - ; - 9 ‘)




S ,b) Researchrng partrcular markets

B ; ) Partial salary subsrdy, Irnked to an

) Program restncted fo young people

22 How useful could young professronals be to your company |f they worked for srx _,

months on tho followmg tasks related to new market development"

“NOT, AT ALL . MODERATELY

L CUSEFUL (1), - USEFUL ‘).

)General research and plannlng (eg, S PP
assessrng export capacrty) 24 1% 13 5% 10 5% 259% 127% '6',8%

" 'r'-i".,.{f’_..;‘14 9% 1 3% 113% 23,,1_‘?/;*_'--1',3__5%’,}___;-1'21_;-_3%
) Workrng on changes to products o S
- services or production processes for

new markets S

'._,..;1711% 1, 9% 11, 3% 21’.’2%‘}‘_1'6;2%'_?13:.5%

o ’:d) Detailed plannrng (e g promotronal

- plans, logistics, pricing-and- payment
systems frnancrng and rnsurance)

'17,26/’; ';',1 é’.sv% ’1’9,9%' ..'23:1% 163% '-','-1 3.1.°/';

) Test marketrng, revrew and evaluatron 201% 151% 11 0% 17 8% 13 7% 16 0%

program be posrtlve or negatlve features?

" EXTREMELY * NEITHER R

NEGATIVE ( )'; T POSITIVE (7 )

)Program led by the prrvate sector and R T T
. supported- (eg hnancrally) by the publlc 14/0'- 73.8%. 4.3% 19.7%.26.4% 28.4% 15.9%
- sector ST T LT

o 'Qiﬁl'r?éﬁ’ée"f pocic .W°'k° '.?"e G ‘" U280 a2k e ston

., - obligation to-hire the worker at the end 5 5%55%135%230% : 258% 146%
. ofthe workterm e e e

d) Focus on non- productron actrvrty (i. e 2 6.5% 189%

- work- that mrght not-otherwise get done) 35/";‘,:., S 303% 254%119%

| ) Program Ied and hnanced entrrely by the

pnvate sector - 9 00/ . : 81% 1 43% 348%1 76% 100% “,5;2,%_‘

| f) Use of Ul dollars o fund work .

. placemetts i 67%_ (O1% BT% 18.3% 207%. 207%
v‘g) EmpioYer paYS no :alary costs but pays : T RN SO
... for program administration, with no 2’-3%: ; 7.5%_':.'

31.3%
: oblrga’uon to hire the worker at term end T

329% 15.3% 17.6% 9.
29 0. 18, 8%4 256%

:3-7% : j. 14.5% 17.30/0
4% .
8 7% .

11"6%
20%

6%

o ) Emphasrs on hrgh skrII jObS " 19% 13 0%

CEXTREMELY
CUSEFUL (7)<

5 9% e

6 4%"

225% '%=56's=10
3.5%
159% x=465=18
;,23,-'4%‘“:-?'f#';':='"5_?2"r5=.-'1"-6_"" :

64%5 45=1

3y 'x '-_- 3.6 5= 19 ~
s ’,23 In your opmron, would the followrng characterrstrcs of a work experrence ;'L""':: ff

CEXTREMELY: e o

X=42 §513.°

%=00s=15"

. " - '--’ ,v N B Natronal Survey of Work Oppon‘unrtres for aualrfred Young Professronals

43 S 16
X= 49 s= 14-;,’3_.
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. _ Do you have any comments about these or other aspects of a work experlence
o program for young professlonals that m|ght cause |t to succeed or to fail? -

& 0

(] oo

) _‘How mterested would your company be in part|c|pat|ng in'a program to provrde
”work experlence to young professlonals? ‘ - o S

NOTATALL- .~ "SOMEWHAT. -~ . EXTREMELY
* INTERESTED (1) " INTERESTED (4 ) JINTERESTED (7)

; . -.1_. - ___»2 R T 4“. 5 :'-_.6_ ST :

3% 107% 6% 321% 167% 16.7% 3‘%'* ?->'<=Tki‘.'3“ s=15

T V Background Characterlstlcs ;

o 26 Does your organlzatlon operate at- - ':i__- o ‘1 : n= =221
I 'Asmglelocahon’? s ingentios ot ET9% -
' ) _'.Mu|t|ple locations.i in Canada'? : R _\,2.'_ 253% N
I Mu|t|p|e Iocatlons in Canada and other countrles’? ‘ : ;_-3_: ' 163% .

) '._-'27.;“Your Iocat|on is o R N '._nszzj .
o _Head OFfICE s i . . ""‘878%'.;, o
A leISIOﬂ or. subS|d|ary i o ; 122% X

28, How many fuII t|me staff does your company emplOV" 4 . |
A your location?. - e s | X= 1147 S 3795

'"'-‘.'_-*_i(mCanadao Ll L | |&etmassaies

. " 29 a 0ver the Iast 24 months, approxlmately how many new. staff has your company
“ - employed for |obs requiring highly skilled waorkers: e.g., management
.“professlonal technical pos|t|ons7 (If you. don tknow p/ease c:rc/e 999, )

NumberofnewhlresmIast24months | | || x 655 96

- 30 ~ApproX|mater how many of these new h|res have been under 30 years of age7
' ‘ _Numberof new hlres under30 in Iast 24 months S | | ] | x 55 §= 131

.~‘31.'-':,.Forhowmanyyears R e SR
' Has your fim been Operatlng’? L] | . 293 s 230

e .-'I\'Iatr'or:lal_bsuri/eyof Work Opportunitiesforﬂualified YdungPrOfeSSionals I R o o

- ~Haveyou been employedwnh thls company'7 e | | | X= 126 §= 101 o



32 What is your posrtron wrthm the orgamzatron‘? L e
- Owner, Presrdent of CEO . s s IES— - e — ‘45.5‘_’/0"
~ Senior Manager, Executive thcer General Manager i S— — X

"Manager Human Resources/Personnel e s ——— i 3 11%
‘Manager: Other areas of responsrbrlrty (please specrfy) B _ 4 7.6%

,_.Other(pleasespecrfy) S —— L 563%

| 33 We welcome your comments on the toprcs covered in thrs survey

) Would you be mterested m recervmg a brlef summary of the results of thls survey‘?
' YES_ NO n= 215

614% '38.6%’ -

- If "Yes”, 'please".prrint your name and mailing address below. :

‘Name:

'+ Mailing Address:

_ Postal Code:

Tel: { i ) ) L S ‘vi"Fa’.‘“d(’- e o R

" Intemnet/E-mail: ._

Thank you. far your assrstance

12 . S N Natmnal Surveyaf Work Oppartunrtres far aualrfled Yaung Prafessranals




Appendix C
Annotated Questionnaire:
Part 3: Customer Service

S B B o o B o U



L ??":;June18 1996
o - ';_‘.-Dear Employer

. __Industry Canada and Canadlan Manufacturers Assocratlon (CMA) are conductlng a serles of surveys of

"'fs-::_i;-"A current CMA |n|t|at|ve called ON SlTE/A LA SOURCE has been very successful at achrevrng thrs potentral A- L E
.- " -placing-more than 3, 000:skilled yoiing workers with satisfied employers. . Industry Canada, CMA and other S
SR ‘assocratrons are now worklng to realize | more ol these opportunrtres for youth employment N

L "-_: We are surveyrng Canadran employers to determrne thelr vrews on opportunrtres for young professlonals ln the
jlollowrng areas:. . : . e T e T T

S '_You are one of a small number of Canadran employers selected to recerve the survey on Customer Servrce e
R ‘.fl_'We encourage you to take'a few minutes to complete | thls questronnarre s0 that the study" results ‘will accurately -
" < represent the views of Canadran buisiness: “Of course, your. participation'is entrrely voluntary.. Please note that o
. your responses will be kept completer confrdentral and that your answers will never be associated with your . .- o~
-7 name.ar the name of your company. If for:some.reason you are unable to complete the quest/onnarre yourself i

S we encourage you to: pass rt on to another appropr/ate confact rn a senror management posrtron wrthrn your
o r__;organlzatlon ST T RSN . , -

-,=_»-j~-.\;Drrector General Ll el AT Presrdent
e Entrepreneurshrp and Small Busrness Ottrce ST -

Natlonal Survey of Work Opportumtles for
| Qualrﬂed Young Professmnals

Part 3 Customer Servme

o lf"_;surveys are to |dent|ly productlve areas for. youth employment and to find better ways to match young workers}_" SR
s with, hrgh-skrll opportunrtles in the prrvate sector lor example rn Junror prolesslonal technlcal and management §
i;'posrtrons R R S SRR e e T T L

‘l Practrcal Computer Applrcatrons lor Busrness
2 New Market Development and Exportrng
3 Customer Servrce SRR

L When you have completed the questronnarre please marl rt fo. us rn the envelope provrded lf you would lrke T
BN _"addrtronal information-about the survey, if you.have any. questrons about completing the questionnaire; or.if: you R
. would like to receive copies of either of the other two questionnaires, please telephone’(collect) Ann: Srmpson or "
A Kathy Deeg at Energy Pathways lnc rn Ottawa (613) 235-7976 Thank you tor your assrstance T

Stephen Van Houten

Canadran Manutacturers Assoclatlon L o

';lnd_thtry Ca'n'a_da- -‘IndustrleACanada]f Assocrattondesmanufactunerscanadrens o




Background on the ON SITE Approach
to Work Opportunrtres for Youth

S :"L-Canadran Manufacturers Assocratton s ON SITE/A LA SOURCE program is. an mnovatlve
- - . industry-govemment partnershrp that has: been uniquely: successtul in meeting the needs of- -
e _-mdustry and creatrng value-added employment opportumtles tor young people '

©ON- SITE places qualrhed unemployed mdrvrduals in compames and mstrtutrons for srx-month L
- terms, to assist with activities that are mcremental o the. regular business of the orgamzatlon AR
- ‘and result in positive: change.. The positive response to ON-SITE has clearly demonstrated that” . o
.. many companles have needs for specrallzed human resources that young workers can heIp to R
- Mmeet. - o .y . L L L :

i ON SITE employers select thelr workers trom a number of candldates prescreened by program R
- Vadmlnlstrators “A-private sector’ company. administers.the- program for CMA; The salanes of
.. employees are paid by Human Resources Development Canada in the form of enhanced
- =" Unemployment Insurance" benetlts Partlmpatlng employers pay $100 per week for the
R management of the program ’ ST § _ L RS

cL ";-The placements of -highly qualrfred young professronals tor srx—month terms have proven to be
- Very beneficial to, both individual workers' and participating companies, ON-SITE provides Ul el T
et recrplents with-a chance to actively-improve their-skills:and experience: while they are collectlng AR
* . benefits: One-third of the project workers-are hired by theif host employers at the- endof their. . . - -~
.- - " work terms, and mostof the others find:émployment eIsewhere More than 97% of parhctpants A
IR .are emponed wrthm three months of the end of therr terms S e e

T .ON SITE has. been successful because lt is market drrven and responds to mdustry s, needs
o .Currently, thé program provrdes quallfred personnel to.work on environmental; energy
' .. management, occupational health and safety, and quality management projects, These - RS
< .. personnel are primarily young, untversrty educated mdrvrduals wrth good technlcal Skl||S but Ilmlted, S
. workplaceexpenence e T D AR

" .CMA and Industry Canada belleve there are. other opportumtles to meet the needs of small and f L
.. medium enterprises and to improve the employment prospects of young professionals, usrng the 7.
.- ON-SITEapproach. We would like your views on how young professionals could help your -~ ..
"~ “company in the-area of customer service; as well-as your broader perspectlve on the SR e
. _contrlbutlons of young professronals in your lndUstry L So

OtlestlonS7CaII theSllrveyHelpDeskcollectat(613)235-7976 o s

2 e | NatlonaISurveyof Work 0pp0rtumtresfor aualrfred Young PrOfes_sioriaIs -.
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Lookmg ahead over the next three to flve years, how would you rate the T
Sl ‘|mportance of each of the following factors to. the growth and |ncreased R
= competmveness of your business?. .. = . SO ST

LI e o NOTATALL - MODERATELY

g ':--EXTREMELY.-&' R
CIMPORTANT * " IMPORTANT .

S )Better use of computers tor
R management and admmlstratlon

b) Btter use 6f compuiters for.. cor e e e h e
' marketlng and commumcatrons ‘ 2"84’* i1'§/° 17“’ SN . =32 s=1,
) Better use of advanced technologles 42% 21% B
for productlon ARSI R 7

‘J‘f_if d) New market development |
|nternat|onal .

6 T6% 4.3% 120% 152% 106% 20.3% X=495=21.

) New market development
domestlc

. f) Innovatlons product orservice . i ff}"" o o o L o‘ z e _ A T
SR development product deslgn R&D 10/”51/" 5”’152/" '23“’ ‘222@.“, S T T

: ’“'-15_?‘_‘ g) Improved customer serwce 9% }.ﬁ‘ —28%101%11 0% 30 3%--_-;, 5. ‘ =0 |

::ZA h) lmproved occupatlonal health and : T _eﬁ : . f.f:
salety practlces r o 670/ kR 115%212% .;.13 3% 25 9%» 13:5%;:

2 Thmkmg about the Iast two years, would you say that customer servrce has been:‘ffy; :
a low or hlgh prlorrty for your company s. : L BN

S e T oW - MODERATE. - HiGH. =
R PHIOHlTY ay- PRIORITY. () PFllOFlITY R

e | | ‘,_;.~::;j_|‘_.k; | b |
SRR TR AR 6T

S —— 27% 27% 12 5% 277% 54 %

) Management

b) Staff Lo 09%.; 2,7% 107% 14 3% 295% 42 0%" L R=60s=12




'3 What are the prlnclpal methods you use for |mportant communlcatlons wrth

Vour customers‘? (C/rc/e a// that app/y)'_;. B L TR p 112. |
Regular in- person meetmgs FERERRRE o -'f'._‘_f i . .': -'1 V 50 0% .
o Fax SRR " 5 804%

Perrodlc in: person meetlngs :

’ 3~Te|ephone(onversat|ons i

T 800/888 telephone servrce

R Computer (eg emall) . i e 23 2%“,
- -:'MGIVCOUI'IGI i ' N 7 - 76 8% ’

"'_.'Other (please specrfy) ,} L 8 0%

: 4..?_”,-,Has your comlpany mtroduced any new pollcles or programs in the Iast two years'

'-'_'-.,-"speclflcally to lmprove GUStomer servrce‘? om0 LT
o ‘. YeS ‘. N ‘,', A . = 3 .:.;.‘:'.......‘ ........... 1 74 5% _': .
N0 SO W 2 % = SKIP too 5

| g f'_f If yes havc' these actlwtles mcluded any of the followmg7
o ,..f(C/rcle a// that app/y ) : : R -

.;_Staff tramrng ...... " i 1 841% e

e ".'Management trammg ..... et i ey,

) '-‘,“"-','Customer research/consultatlons _‘ — .' 3 10.2% .

f':'Customer servrce analysrs/eValuatron ...... o '_- g e S 2% i

o '-Comprehensrve customer sevice. program (e g TQM) i s 5 5% i

>Other (please speley) 6 183%

B 2 o National SurveyofWorkOppartumtlesfarauallfledYaungProfessmnaIs




0888800888800 000088088080808830080800880808080838080808080888080808808

- '_ d) Our busmess and protlts are not

| b) The way services are delrvered

servnces a3

e 5 " A_“'Do you agree or dlsagree W|th the followrng statements about the servrces your;..,.‘ :

' __company provrdes to your customers? - | o ;
, } g  STRONGLY * - " NEITHER". . sTRONGLY -
DISAGREE() Co4) AGREE(T)'

| ~ 'h*“~Aragf4a5; 6 7
‘ ) We have made sugnrfrcant rmprovements 0 Q‘V - 09%174% 358 _%:\ 275% :~1_7..4% i=54 5'='> 1.'_1. -

'[O customer serwce rn recent years

’}-'.b) Real improvements fo custorer sefvice . 5% 282%. 127% 100% 12.7% 155% 64% RX=35s=19

are very hard to achleve

| ) Ouremployees understandthe e LT T e
|mportance of hlgh quahty customer 9% : 09%: 7.3% = 3.6% 25.5% 36:4% 25.5% .-X=56s=13 "
service o I TR TR TR AR

~ particularly sensitive to changes n _‘42.9%"26;81%1,' 8.0% 27% - 8.0% 6.3% 54% %X=25s=19
customersemce - P U I S

v )Constant lmprovements to customer |

selvice are necessary- to stay } 4 09% — 09% 45% 107% -35.7% 47.3% X =62 s=10 .
competmve LT IR S

- 1) Wetiave keptup i our compettion a7 65% 0.9% 148% 35.2% 306% X=56s=14°

prowdlng high quallty customer serwce .

servrces to customers

: ‘_9) We can doa ot more to '“TP“,’."E our_ .+ 0,9%} 2.‘7_%72.7% ﬂ 8.9% 29-.5‘%' 2% '23.2%7'{)-'(?:"5.5‘sf==1.3f_

6 How satrsfred are you wrth the service your company provrdes to your customers" -

EXTREMELY . -~ NEITHER = - EXTREMELY
DISSATISFIED (1) -~ (4) 'SATISFIED (7)

1 23 4 5.6 T

+a) The overall level ofsenvice de[ivered"':i‘__f =% 6% 4'8.2% %, 9% 98% R= 54s 08

L e e s s 1o % 0
(methodsandprocesses) e e _364 12“’ 432/" 333/" 7',2/"_ . 535 09 a

c) The performance of st pr°"‘d'”9 U L a5% ".9‘.9% 32.'_:4%5.43'.'2%....9.9%, )'(Q‘-SA ~s‘=~1'.'o

d) The serwce outcomes achleved “ “ “.‘2<.7°/~o. :_~:"9-3_%'>.:A37:-‘5% 42 0% 30% ':X 54 s= 09

| I Could you please comment on your main reasons for hemg erther satrshed or. .' A

drssatrsfred wrth the services your company provrdes to customers? o

| Q‘I\Iational Su_ri(ey_of Work Dpportunrtiesforaualifietj Young Professionals .~ B o 5 .




I Improvements to Customer Servrce

' 8 How would you rate the performance of your employees currently workrng m the

foIIowmg areas in provrdmg high quahty customer service?
, 'POOR (1) .~ ~ " AGCEPTABLE (4) EXCELLENT (7).’

" a Management and admlnlstratron = = 098% 88% ’3_0.1%: 54.0% 62% X=5.

5
o b) Sales and customerservrce o = —_ _‘ 2.8% - 10.2% 26.9% 41.7% 18.5% i=5.6$=1-;0;_
5

d Productron of goods and services — 10% 4.8% 154% 28'8%"45.2%’ 4. 8% )'(= 5;3'9.:1.0 ,

)

| c) Marketrng and communlcatlons - s - 10% 29% - 1‘5.4%.39,'4'%': 35.6% 58% %=5.
)
)

e General(allemployeeS) o e 1o 36.0% 41.4% 63%“"x 535209

9, How useful do you thmk the following rmprovements would be to enable your j'_ .
company to provrde better service to customers? . . :

“NOT AT AL MODERATELY - EXTREMELY‘
USEFUL (1), - - USEFUL (4 . USEFUL(7)

‘a) Beter information about CUSIOMers  pze 4o s 3% 18.9% 23.4% 225% 24:3% R=52s=15

(e g‘ with a customer data base) ‘_

- b) Making better use of market 0.9% ._4‘_.5% 799, 180% %1% 216% o1 . ")f(.=5.‘2'fs'=1.5”_

|nformat|on '(0 meet customer needs i

') Closer consultatrono wrth‘customers C
_ about their needs ‘

" d) Easler customer access to staff - .‘_'2.7% 2T% 100% 27.3% 200% 209% 164% X=49s=15

) More effective delegatlon of authonty | 8% 36% ,'1 0T 21% 17.9% 25.9% 16.1% %50 s 1‘,..5_.. o

“to front line staff provrdrng services

- t) Improved capacrty fo serve

customers in foreign markets | 24.5%"10-8_"’/5' 5.9% 13-7.%; 1'”5-'1%’ 14.7% 147% 2?5--9..’S=2:2,'-‘

(e g., language, culture)

T 9) More opportumtres for customers to ', o oo A eor
Drovrdefeedback R 0.9%: 2.7% ' 3.6%

h) Better information’ provrded to.

~customers about your products and = — '8-0% 5.4%; 152% 438% 27.7% %=58s=12 " .

servrces S

‘i) Improved q’ual'ity menagement ©. . — . — 0% 7.2% 262% 36.0% 306% X=59¢

5
j) Faster senvice = - = 18% 54% 116% 205% 250%1357%.1;x:“s.zs,'sr.é;

6 c . - ) Natronal Surveyof Work Opportumtres for Oualrfred Young Professronals .

L= = 2T% 9% 21.2% 345% 31.9% X=58s=11

36%  196% 259% 31.3% 161% X=53s=13




~ b) Lack of resources for new. equrpment

" -,.-could make‘?

e 11'0'."'What would be the most valuable customer servrce |mprovements your company o

L barners to |mprovmg your company S servrces to customers.
L MODERATE L SERIO'US

“NOTA -
PROBLEM -

)

s (4

- PROBLEM *. PROBLEM

.(7):.

)Employee attltudes 10.8% 16.2%

or systems needed to improve . - -]1‘1‘7% 1:'-7.1%
. customer service (eg computers ST
phone systems) ' o

) Need fortrarnrng of employees "’.v. '6 4% 'Qt'%

d) Lack of management commrtment 34 3% 28 7%

- )Lack of personnel 0 provrdethe | o
- °Ptlmum level of service . 143/0 19.6%

) Drffrculty flndrng customer service 135%130%

personnel with the nght skrlls

- g) The.cost of srgnlhcant servrce o 102% 185% 17.6% 194%

|mprovements

..UI . .. ] I
3 4

A% _1’,,9.8% 22.5%

1o 9% 34"5%

0% 57%

 15.2% .15.2%f

15.3% 20.7%

. 12, ,.yyh‘at’ are th_e _bi'pgest obs_taclles‘"'.to_r y.our companyto

9 9% 36 0%

| 11 'Please rate the extent to whlch you thlnk the followrng problems present

162% 63%  45%
;‘9.9%_,’ ..9.'9'%,' 0.0%
227% 118% 45% X
46% 56% 19%
\22."'3%‘. 89% 45%"

18.0% 9.0% 4.5%

213% 7.4%  5.6%

A

X=376=18.

X=255=16 . .
X=368=17

. )_(= 3,77 s :"-_-1-.7.

improving customer services?

National Survey of Work Opportunities for Qualified Young Professionals . .
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m Human Resource Needs and Dpportumtles
e for Young Professionals

| 13 Please rate the extent to which you think the followmg problems present
barriers to young people who want to get jobs in ‘your industry.

First, consrder the skllls and characteristics of the prospective. youny worker o

NOTA . MODERATE . SERIOUS.
- PROBLEM (1) PROBLEM (4) -~ “PROBLEM (7) -
o -I~. :I"-ZI - 1

1 2;; ‘3. 4. 5 8 T

a) A lack of general skills such as . '10;0%' 145% 109% 255% 200% 109% 82% R=40s=17"

Ianguage math.and communlcatlons

1 b) Alack of technical o specialized skils 45/. 0% 108% 25% 153% 252% 126% R=46s=17 .

, for the jOb or. professron

to their work

e} Alask of e“‘h“S'aS’"_a“d commiment g oo, g% 16.2% 14:4% 17.4% 189% 162% R=445:19

d) A lack of practlcal work experlence | 3.6%"76.3%' 9.8% 16:1% 205% ‘30.1._1,%: .13._4%“ XK=
e) Alack of good job opportuniies - 45% 55% 15.5% 182% 17.3% 21 8% '1‘7 3% K=

f) Unrealistic expectations eboot_trjelr - aT% 8"3% . 8.3% 231% 21 3% 204% 14, 8%‘ '.)-(___',4;7.:351.‘6 -

o value in the job market

Next consider the problem of barrlers to lobs for young people from the o .

perspectlve of the employer , .
NOT A _MODERATE - SERIOUS
| ' . " PROBLEM (1) ..  'PROBLEM (4) ~ PROBLEM (7)

(L R O
- ,g) The coss of hmng, supervrsmg and i e  Anpe ‘
training new employees - 8’1%- 9'9./" 108%

- h) The costs-of salaries: and beneflts for
. New employees

o i)f Changing human resource practlces

- (for example, downsizing, outsourcing  13.2% 14 2% 66% 26.4% 1(2.3%"‘21".7%’1 57% X=40s=18

~and- greater use of contract workers)

' j)'The lack of job opportunmes in

your industry for qualified young - - 7.3% - 10.0% 710.9% "22‘."1%"1'8..2% 20,9_%, 100% X=44s=17"

- professionals "

. 8 - . | o 'l\talional Survey of Work Opportom'tr'es for OUaIified Young;Professionels n

207% 171% 180% 6.3% R=42s=16

so% A% AT0% 232% 161% 196% 89% X=43s=17




R R X R AR X R AR R R R R R RS N R AR ER SRR R R RS SR RERRRONERERR,

- 14 How would you rate the opportunrtres for hrghly qualrhed young professronals -‘-' S

to work in jobs~ |n your company related to customer servrce'? S

5 _I_ : _‘_‘ g ’. . NO/FEW - SOME - - - MANY. .

OPPORTUNITIES (1)OPPORTUNITIES (4)OPPORTUNITIES {7 )

89% 170% 179% 277% 152% 80% 4% 37s 16

: i 115 Generally speakrng. how do you vrew the benehts or payoff your company
SRR recerves from h|r|ng young workers i in professronal or technrcal posrtlons'?

" EXTREMELY . .. MODERATE - - EXTREMELY. .
‘LOW PAYOFF (1) PAYOFF (4) - HIGH PAYOFF (7)..-

7°/o 114% 67% 305% 257% 143% 48% x 425 15

-16 How would you rate your company s short-term needs (e g..in the next srx e EONR

e ) Collectrng and organrzrng rnformatron

o ) Servrng customers i forergn markets 48 10/_' 154% 67%

h) Provrdmg better lnformatron to .
~* cuStomers: about your products ‘ 0/°

months) for better skrlls for the followrng busrness actrvrtres'?
T ‘ MODERATE o

NOJLITTLE; -
NEED (1)

o NEED(Y) -

‘GREAT-
 NEED (7)

-about your customers (eg creatrng 13 0%
data bases) Lo o

- ) Analyzrngy er(rstrng customer data | 16 4%

bases

) Analyzrng market research to rdentrfy 1710/. 189%7

better ways to meet: customer needs

: l:.._f_d) lmprovrng quallty management 9 O%A

approaches and procedures

-*(e.g., with the appropriate’ Ianguage
skrtls and cultural understandrng)

f ) Senving specralrzed customer: ~- 22 0%
e segments in. Canadran markets

g) Consulting- with customers ‘about how

", your products and services:could - 10 3%‘
better meetthelr needs R

and servrces

e _) Provrdrng faster and more etflcrent 5 4°/
. service tocustomers: -

| -’|"if-'

. 0%

147%

108%

11 '7'%r

R

"‘1 08% 23.4%

127/
108%

1%

54%

2%

9.9%

0% 8% 72%

o

‘.'1.95'(."5/‘«;.':

14 4°/o

198% 7
». 1'1"5_-‘5_%

2%
206%

17;1%::

5

05%

10 9% 8/
npﬁ%tsﬁ%?
180% 54° %, ~.

162% 108%

710% 189 R=485=1,

2/18/

R=3as=17"
%=348=17 "

Reddsatl

X=265=19

xasasts

B eo Reasscis
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'-.17 ln your oplmon wouId the foIIowmg eharaeterlstlcs of a work experlence
’ program be posrtlve or negatlve features? . B o

L EXTREMELY AT NEITHER -:,EX-TR'EMELY SN

) Program- led by the prlvate sector LT R e T e e
“and supported (e.g., flnanCIally) by ?f’-- -2.0%. 3.0%" '5.0% 23.8% 24.8% 26.7% 14.9% X=51s=14 -
“the publlcsector R T Al LI

" b) Provision o p’ac“‘?“' W°”‘p'a°e 09% 0.9%‘."'0;9%[ '6.7%' 30.8% 35.2% 185% 'X=565=10
. experlence SO , SR e s e

= ) Partlal salary subS|dy, Ilnked to an’"

- obligation to. hire the worker at the 13 9% 13 9% 17 6% 148% 222% 111% 65% X=38 S=13
endoftheworkterm s A S L SR e e

d) Focus on rion- produohon actlwty T T T e S S L
% (i.e., work that might not otherW|se ;"19.1%*;‘1’2.1% 13.1% 35.4% 23.2% 5.1% . 1.0% =37s 14... L
L Qetdone) e T e e e
);’gggﬁ\gt'gdsggfofr'”°‘”°?_d e_”‘“e'y bY | a°/ 125/ 184% 31.7% 17.3% 108%  T:7%. X=4 sj=_-'1-.’ej
e E’éﬁé’ééﬁ?”"“ o f“?d_W”k CSTh G6% TSK 1924 2% 214% 110% R=498=17
'.g) Employer pays no salary costs but T T
endoftheterm ' L Lo T g

“'-".-'-h) Program restncted o young people 113% 7%'» 14,?% '27'-4% 208% 14 2% .5_.°/ot"'-_ 41s 17'{»:' ;
Sy Empha5|son igh:skil oos a% 4.8% r.'e‘% 35 2% 200% 21 9% 7'% K= 45s 14_'.-1

E 18 -:'Do you have any comments about these or other aspeets of a work experlence el
. program for young professronals that m|ght eause |t to sueeeed or to fall? TR

19, .How mterested wouId your eompany be in part|e|pat|ng |n a program to provrde
_work experlence to.young professronals? - N

. 'NOT'AT ALL . SOMEWHAT . EXTREMELY s e L
-+, INTERESTED, INTERESTED o INTERESTED. A e T
S I e ) R 'j(?g)« L e

8% 92% - 7.3% 33.9% 211% 128% 8.3% %=425216 - BT

M0 o0 National Survey of Work Opportunities fo Qualified Young Professionals -
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C8C8880C808080¢8C88000008088833803¢8¢83s3s00s80080808ssc0sss000R000Y

21Your Iocatron |s P Y 1 | R SR

’ : iNumber ot new h|res tn Iast 24 months

L Number of new hlres under 30 |n Iast 24 months

- 26 }What is your posmon wrthln the orgamzatlon? | -

: }‘{;Senlor Manager Executtve Offrcer Generat Manage,d._.d -

et _.;'A‘Manager Human Resources/Personnel

T ”Other (ple&lse Spec'fy)

_, '__Does your orgamzatron operate at S n 112 g .'
'.f: ‘-'_'.:.Multlple Iocatlons |n Canada? B w2 46 4%.;.'_.';1:: 3 ”
' "-f:'-f‘."‘_"-':Multlple Iocatlons ln Canada and other countrles’? 3 125% _'--'f.*_:.-.{":'ffﬁ'fli"j-':-: R

;’-'»-';How many fuII trme staﬁ does your company employ?

- At your Iocatlon" L | . | l o 3915 5= 2078

© o nCanada? ?“.;.: Lt --I;: || =205 523046

,_Over the Iast 24 months, approxrmately how many new staff has VDUI' company S
...~ employed for jobs requiring highly skilled workers: e.g., management
= ,,}ipl'ofessronal techmcal POS“lO“S? (/fVUU don kaUW, p/ease crrc/e 999 )

'

x 115 s 259

:.'Approxlmately how many of these new hlres have been under 30 years of age?
i R R =80 = 192 i__}j BRNNEE I
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